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Parent Help is a Wellington-based not-for-profit organisation.  

 

We support parents and whānau build resilient and positive families 

through our free parenting Helpline, affordable counselling 

and parenting courses 

EMPOWERING PARENTS 
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DIRECTOR’S REPORT 
In 2019, Parent Help celebrates 30 years supporting parents and families and helping to keep children safe. 

The current members of Parent Help are immensely proud of the commitment of those past Boards, staff 

and volunteers who set the organisation’s kaupapa back in 1989 and which we continue to honour today. 

In an article I was reading recently I came across a comment from Hillary Clinton about parents and families:  

“There’s no such thing as other people’s children”. In other words, perhaps, “It takes a village to raise a 

child”.   

This oft quoted African proverb expresses a philosophy whereby mothers, or parents, are not expected to 

raise their child alone – that to do so reflects badly on the wider family and community all of whom have a 

role to play in supporting the parents. 

At Parent Help, we are committed to supporting parents. We know that for many of our Helpline callers we 

fulfil that important role of extended family or community.  Encouragement, education, acceptance of differ-

ence and a non-judgmental approach inform our approach in supporting parents to nurture their children 

and keep them safe. 

A much more pragmatic interpretation of the African proverb, and one which I believe we would all sub-

scribe to, is from another U.S. First Lady, Michelle Obama, who said “It truly takes a village to raise children.  

Build your village wherever you are. It will be your salvation and keep you sane”.  If only we could make this 

happen for everyone - certainly the current discourse around families in Aotearoa is focused on the benefits 

of this approach.  

In the counselling room and on the Helpline, we frequently hear from parents who lack whānau or friends 

able to help in rearing the children and supporting the parents. The reasons for this are as varied as the fami-

lies themselves. However, a breakdown in family relationships often removes the support of the wider 

whānau.  Hopefully, the Government’s wellbeing strategy will help us all focus on ways we can be part of ‘the 

village’ that all parents need at some time in their child’s life. 

 

2018/19 has been an unusual year for Parent Help:  almost a “year of two halves”. The first half was business 

as usual despite being short-staffed for much of that time. We count among the highlights benefitting from 

expert ‘marketing’ strategies – thank you Dan;  being accepted as agency of the month for Kaffee Eis, and 

planning  for another successful Street Appeal aimed at raising Parent Help’s profile.    

During the year there was uncertainty for agencies contracting with Government as a result of the changes 

taking place in Oranga Tamariki - Ministry for Children. In June, Oranga Tamariki held a regional hui for ser-

vice providers focussed on working together and reporting to agencies on Oranga Tamariki’s progress one 

year on. New legislation will come into effect in July 2019 to cement the working together approach. The 

national Budget and new financial year will also clarify contractual issues. 

Funding applications and seeking sustainable funding is an on-goIng task for not-for-profits and we take this 

opportunity to thank all the donors and funders that have supported Parent Help this year. Your acknowl-

edgement of the significance of the work we do in supporting parents in Aotearoa is greatly appreciated.  

Over the past number of years Parent Help Boards have focused on building our assets to help ensure our 

future sustainability. In 2018 the current Parent Help Board included in their strategic priorities a decision to 

increase staff remuneration to acknowledge their skills and professionalism and to better reflect the increas-
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ing complexity of the work being done in the organisation.   

The first half of the year also involved the Board’s decision to future-proof Parent Help by increasing the 

senior management team with two new positions being established, namely Executive Director and Man-

ager, the latter being a combination of the previous Helpline Coordinator’s role and part of the  Manager’s 

responsibilities.  In late October 2018, we welcomed Chris Mulder to Parent Help – and to New Zealand - as 

the new Manager. 

Towards the end of the year the Board also approved an IT upgrade, replacing our ancient computers.  Fi-

bre finally came to Victoria Street and with it a greatly appreciated increase in broadband speed.    

Highlights of our service delivery included the training of Telephone Support Workers for Wellington and 

for the “Auckland Project” and the beginning of Parent Help family therapy and counselling at the Lifeline 

office in Greenlane.  Welcome to Olivia who is both our Auckland counsellor and one of our Auckland TSWs.   

We developed a new parenting programme for parents of 6 – 12 year old children with the working title 

“Initiating Independence”.  A successful pilot was run in cooperation with Owhiro Bay School in May.   

Throughout the year we continued to participate in various partnership meetings, including  Oranga Tama-

riki’s Partner Response, Strengthening Families, Te Rito Family Violence Network and Community Network 

Wellington. Chris took on the Lead Agency role for Strengthening Families allowing Parent Help to be fully 

involved in that process once more.  

We continue to build relationships with organisations throughout New Zealand that share our vision, to 

ensure that clients on the Helpline are referred to the most appropriate agencies in their area. As a result of 

an earlier parenting programme for Syrian refugees through Red Cross we are now providing the 

“Parenting in New Zealand” session for the refugee orientation programme in Wellington. 

In December, we sadly said farewell to Katrina Jacobsen, psychotherapist and developer and presenter of 

our popular programme for parents of challenging teens. Kate began with Parent Help as a volunteer stu-

dent counsellor and last year completed the requirements of the Association of Psychotherapists.  Go well, 

Kate.  

If it takes a village to raise a child, it takes a team of committed, enthusiastic staff and volunteers  to make 

all of the above happen! My thanks to Chris and the office team in both Auckland and Wellington, Patricia, 

Trine, Preet, Mary, Pam, Heather, Stephanie and Olivia  for another successful year and our volunteer Tele-

phone Support Workers for continuing to work on the frontline, assisting families across Aotearoa, with all 

their complexities.  

To Arti Chand, Chair of Parent Help, and Board members Doug, Nicola and Samara, my appreciation and 

thanks for your on-going support and guidance. 

 

Dale Powles 

Executive Director, Parent Help 

December 2019 
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My first 3 months as Chair have been 
eventful. As a Board we have focussed 
on developing a clear and new strategic 
direction for Parent Help.  Our strategic 
direction encompasses the underlying 
goal to enhance our organisation's reach 
in terms of providing services, through a 
combination of increasing our resourc-
ing and our profile.    

We also undertook a long overdue re-
view of salaries, to recognise the contri-
bution the staff and contractors of Par-
ent Help make to the organisation - 
which enables Parent Help to deliver a 
consistently high quality service.  

As the new Chair, I look forward to work-
ing with the Board and team of Parent 
Help so that we continue to increase the 
reach of our services to those who need 
them across New Zealand. 

 

 

 

 

 

 

 
 
 
 
 
 
Arti Chand 
 
Chair, Parent Help 
September 2018 
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Our Helpline is staffed by a combination of paid Telephone Support Workers (TSWs) during office hours and 

volunteer TSWs after hours. 

In 2018 and 2019 our volunteers answered 20.1% of all our calls, totalling just short of 360 calls, but, more 

importantly they volunteered over 1,100 hours of their time. It is by no means an exaggeration to say that 

volunteers are the lifeblood of our helpline. 

Our TSWs are highly trained and highly skilled with, currently, 60% holding a post-graduate qualification in 

counselling or a related field and 30% in the process of completing their studies.  

Parent Help trains prospective TSWs twice each year with each training being undertaken over an eight 

week period.  Modules include self-awareness, listening and micro counselling skills, child and adolescent 

development and behaviours and recognising child abuse and family harm. Trainees are required to re-

search and discuss particular issues with a great deal of role-playing involved. Following a period where 

trainees “practice” taking calls in the office under supervision to gain confidence, they are put on the 

monthly roster to take Helpline calls at home. 

We are extremely conscious that our volunteers are working independently from their homes.  This requires 

Parent Help to ensure that all TSWs have the very best possible support, are able to de-brief at the time of a 

difficult call and receive regular clinical supervision. Ensuring that best practice is maintained and that our 

TSWs feel supported and confident is a priority. We do this through monthly clinical supervision as well as 

having a senior member of staff available for spot debriefs at all time. 

 

“Thank you for the beautiful card and goody bag from the last workshop, I really appreciate it and it’s a pleas-

ure to be part of a wonderful team plus such amazing rewarding volunteering work.” 

 

Parent Help regularly evaluates the Helpline service. We offer call backs to all our callers and often assess 

the initial call’s advice and strategies given at time of the call back. The number one response from our call 

back assessments are that having “a real person on the end of the line who was warm and understanding and 

listened made all the difference”. 

TELEPHONE SUPPORT WORKERS 

Thoughts from a new Telephone Support Worker: 

“Though it’s been four months on the helpline and I feel I learn something new all the time. I learnt ‘what it 

really means to listen and connect’ with the people and take on board what they are going through. I learnt 

to be more empathetic. It’s a learning curve and you learn things as you go on. We offer an early intervention 

service to parents and caregivers who have limited support around them or don’t want to be judged by their 

family and friends on their parenting skills. We offer a non-judgmental ear that they can pour their feelings 

onto. We often get challenging and complex calls from the parents of teenagers and my own experiences as a 

parent helps a lot in doing this job. It helps to build the connection and a sense of belongingness with the call-

er”. 
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VOLUNTEERS 
 

Afrin, Ashley, Ana, Dale, Florence, Heather, Heidi,  

Isadore, Jen, Judith, Kaye, Laurel, Mere, Peri, Sarah, Sonia, Taih 

Arti Chand (Chair) 
Lawyer, Arti Chand Tax Law 

Douglas Pauling 
Chair, The Treasure our Young Foundation 

 
Nicola Pauling 

Director, Voice Arts Trust 
  

Prithul Samara Fischer 
Recruitment Consultant, Execucare 

BOARD 



10 

 

At least twice a year, volunteer Telephone Support Workers come together to develop their skills and 

knowledge aimed at ensuring callers to the Helpline receive the best possible support and information. 

 

A day with NZ Police 

Inspector Penny Gifford, New Zealand Police, presented the work of the Family Harm Unit including the 

new Integrated Network Approach, the process of Protection Orders, and workshopped ways TSWs can be 

more effective when dealing with calls around family harm.  In sharing her own experiences Penny provid-

ed useful information and skills which TSWs could use to support Helpline clients. 

“Penny was amazing. So interesting and helpful to hear about things from her perspective.  

Was hanging on her every word! Very happy to feel more informed” (A TSW). 

Parents struggling with their child’s challenging behaviour is a common theme on the Helpline. Often the 

TSW will recommend the assistance of Police Youth Aid. Sergeant Arnold Politini, our second speaker of 

the day, outlined the work of Police Youth Aid, and their responses to parents struggling with a child’s be-

haviour together with the way the Integrated Network Approach works on the ground. The presentation 

gave TSWs valuable insight and information into Police processes to share with parents calling the Help-

line.  

 

 

Oranga Tamariki and Working with Trauma 
The work of Oranga Tamariki was the focus of PD day in November with Vicki Carmichael, Manager of the 

Wellington office of Oranga Tamariki, explaining the operational working of O.T. and, especially, the 

changes since the new organisation came into being with its focus on early intervention. O.T.’s expecta-

tions of our response to possible child abuse calls was extremely useful in clarifying their notification pro-

cedures. 

The afternoon session was conducted by Kathryn Berkett from Engage Training. Her workshop on 

“Working with Trauma – a Neuroscience Session” led us through the intricacies of working with and sup-

porting those who may have experienced early trauma.  The workshop gave us a much deeper understand-

ing  of why trauma can have long-term effects on behaviour and mental and physical health.   

 

“Engaging presentations.  Effective presenters and helpful information.   

Got a chance to meet other lovely people”  (TSW). 

 

  

PROFESSIONAL DEVELOPMENT 
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Another busy year on the Helpline with calls becoming increasingly complex and challenging.  A total of 

1822 new calls were made to the helpline with a further 220 calls being general enquiries or client related.  

The Helpline continues to provide space for parents to off-load and support for them to work through their 

own emotions during difficult times.  If necessary,  we can refer callers to professional counselling services 

and support in their local area. 

Calls are diverse and range from everyday parenting issues such as teaching a toddler to cooperate to sui-

cidal ideation of teens – and sometimes - younger children.  

There has been a significant increase in calls from parents of primary age children with issues normally 

associated with adolescence.  Aggressive and angry behaviours with episodes more frequent and long-

lasting are common,  particularly when  associated with screen time.  Parents often comment that their 

child “doesn’t seem to care about the effect the behaviour has on the rest of the family”.  Analysis of the 

calls from parents of teenagers record many calls around a lack of consistent and clear boundaries neces-

sary in  managing the typical, but transitory, teenage traits of defiance, mood swings, and the impact of 

peer pressure.  Establishing boundaries around the use of technology and coping with the teen’s non-

compliance  is a continuing challenge for parents. Parents coping with the transition from teen to young 

adult find the transition difficult, especially when drugs, lack of motivation and harmful decision making 

are involved. 

The most complex and distressing calls involving teenagers are those where the teen is exhibiting suicidal 

ideation, depression and anxiety. These calls are increasing both in number and in severity with referral 

options being limited – and patchy - throughout Aotearoa. 

 

 

OUR SERVICES: HELPLINE 

 

1822 
Helpline calls 
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“It was good to hear someone else’s opinion on the issue. It was reassuring. The TSW explained it nicely ‘how 

to put myself in Alex’s shoes in terms of what he has been going through in his life’. Since the call to Parent 

Help we haven’t had any conflicts. Things settled down after that crisis. I called in the heat of the moment and 

was worried if he would make it to the school the next day. Things settled as he returned home. There is more 

‘openness’ from him as things have calmed down. Call was useful and I could get things off my chest. The TSW 

asked me relevant questions and things settled down rather than ‘escalating’. She handled it well and helped 

me understand it from my son’s perspective” (Helpline caller). 

 

At the other end of the age range are calls from parents of toddlers and young children. Often parents are 

seeking reassurance and validation that all is going well and that they are “on track” with their parenting 

and the behaviour of their child is developmentally appropriate.  

The Helpline continues to offer a safe space for all parents, family/whānau and caregivers to discuss their 

concerns. It is satisfying to note that the number of male callers continues to follow the upward trend of 

the last  few years – hopefully an indication that fathers are more directly involved in the parenting role. 

“My son’s behaviour is progressing and there has been a lot of improvement in his behaviour. The support 

worker suggested me to implement practical strategies and steered me in the right direction. She helped me 

by listening and speaking. My ability to cope up with his behaviour has significantly improved. I haven’t been 

to a GP for assessment and it’s not on the cards at the moment. She handled it well and brilliantly explained it 

to me”  (Helpline caller). 

 

Being on the Helpline  -  Preet’s story  

I have been on the Helpline for almost two years now and no day is the same. It's challenging and reward-

ing at the same time. There is a diversity of callers from all over the country and every one comes with a 

different story and varied life experiences.  

Callers often want you to be a ‘sounding board’ and others want to be given a wide range of parenting 

strategies for managing their children. Some need reassurance and validation to see if they are on the right 

track, others want to know ‘if it's okay for them to feel that way.’ Some aren’t sure about what would help 

them and want to unravel the knot in their parenting styles.  

With parenting there is no one rule book to refer to. It’s a demanding job.   

For callers, the fact that we exist provides reassurance that if all else fails, and if they run out of options, 

there is a friendly voice at the end of the Helpline ready to listen, to lend an empathetic ear and provide 

suggestions to help get back on track. 

Parent Help is  the only organisation providing a dedicated national child abuse prevention service. 
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The prevention of child abuse has been a part of the work of Parent Help since it began in Wellington 30 

years ago. Our vision that all children are raised in strong and resilient whānau living free from abuse and 

neglect informs our practise, with Telephone Support Workers on the Helpline being trained to identify 

potential child abuse and family harm. Our assessment tools include a simplified version of the Tuituia 

model used by Oranga Tamariki, which assists in the evaluation of the call and in determining the possibil-

ity of child abuse or neglect. 

The interest of the child is always paramount in supporting callers to make a report of concern to either 

Oranga Tamariki or the Police, or when the notification  is made direct from Parent Help. 

Many calls are for support and assistance around how to stop the cycle of abuse in their families or to 

check out if  their  concerns around a child require further action. 

Statistical data indicates that 33% of callers reported ‘suspected abuse’ and 27% actually admitted that 

abuse was happening within their family. The most common form of abuse recorded is physical abuse or 

assault followed by a disturbing statistic around sexual abuse, namely the increasing incidence of sexual-

ised behaviour and sexual abuse child on child.  

Such calls can be distressing and TSWs are encouraged to contact the supervisor immediately after the call 

to de-brief and to bring the call to clinical supervision. In many cases, parents making the calls are wanting 

to know the best way to talk to their child about the situation. In the case of abuse by a child a referral to 

such agencies as HELP Foundation or WellStop is often the most appropriate recommendation. 

 

 

 

 

 

284 
indications of 

child abuse 

CHILD ABUSE PREVENTION 
HELPLINE 
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All identifying information including gender has been changed to protect client privacy. 

Samantha and her 15 year old daughter, Jen, have recently moved here. Samantha is a single mother 

and a full-time student. 

Samantha says that Jen is “defiant , rude and disrespectful” and complains about being lectured by her 

mother. She is non-compliant and challenges her mother’s decisions. Jen wants to party with friends at 

night but Samantha is opposed to this due to cultural constraints. 

Samantha lacks support here and Jen’s dad takes little responsibility for Jen’s behaviour. Jen often feels 

lonely and has threatened to kill herself. Samantha has bought Jen a play station and books to occupy 

her. She has exhausted all possible avenues of help and is wanting to know how to approach the situa-

tion. 

 

Suggestions from Telephone Support Worker:   

• Discussed developmentally appropriate behaviour (what it is normal and acceptable) and adjust-
ment issues (moving countries isn’t an easy task). Cultural barriers are in the way of settling. 
Talked about typical traits of teenagers: moodiness, egocentricity, dramatic behaviour and chal-
lenging boundaries and family norms. 

• Think about the communication style/patterns within the family and find ways to effectively com-
municate with your daughter. Have one-to-one time frequently, and provide undivided attention, 
support and an empathetic ear. “Talk less, listen more”. 

• Be consistent with rules and boundaries. Finding opportunities to praise and appreciate daughter 
which would reinforce good behaviour. Remind her of times she achieved well in the past. Remem-
ber to have reasonable consequences for behaviours. 

• Focus on the relationship: emphasised improving and nurturing the relationship with her daugh-
ter. Having good support and connection would help her to resist peer pressure. 

• Behaviour Contract: draft a formal agreement with daughter’s input and put in rewards/
consequences, boundaries. 

• Reflect back on own teenage years and the transition phase. 

• Encouraged to seek counselling or to attend a parenting course. 

• Referred Samantha to ‘Ages and stages’ section of PH website. 

 

 

 

 

 

 

 

 

A TYPICAL HELPLINE CALL 
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During 2018/19 Parent Help continued to offer the successful “niche” therapeutic parenting programme 

‘Different Approach Different Response’ (DADR);  the “Parenting in New Zealand” sessions for the Red 

Cross Refugee Orientation Programme, and the new programme “Initiating Independence” for parents of 

primary age children.     

 
Different Approach Different Response 
The DADR programme delivered excellent results, encouraging long-term change.  Its success is evident 

in the participants’ pre- and post -evaluations which typically indicate a 40% increase in the parents’ ca-

pacity to parent their teen. 

 
“Non-judgemental, supportive, empathetic responses. I now feel more confident not just in my parenting 
but also in other relationships. Enjoyed the group setting, worked well for me” (Course participant ). 
 
Huge thanks to Mitre 10 Mega in Petone who hosted this programme throughout 2018. Your support and 

generosity are greatly appreciated. 

 
 
Red Cross Refugee Orientation Programme 
Parent Help facilitated the “Parenting in New Zealand” sessions for the Red Cross Orientation pro-

gramme for new refugee families throughout the year.  The information is delivered through interpreters 

for each language group ( sometimes up to six language groups) which makes for a very lively session. 

Topics covered include parenting styles, parenting in a new environment; and age-appropriate discipline 

with emphasis on alternative strategies to physical discipline.  

 
 
Initiating Independence 
Following the successful pilot of 2017, and further research and development of the programme, 

“Initiating Independence” was held at Island Bay and Berhampore schools. The programme’s purpose is 

to provide information and build skills to create improved family relationships. The six sessions are de-

signed to empower parents to solve behavioural issues and to help them communicate with and support 

their child. Each session includes group discussions, practical tasks and the sharing of ideas with other 

parents, creating a safe and relaxed space in which parents can share their own family stories and issues. 

 
 
 
 
 
 
 

OUR SERVICES: 

PARENTING COURSES 
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OUR SERVICES: FAMILY THERAPY 

AND COUNSELLING 

As with the Helpline, parents need a neutral zone to talk, reflect and process their feelings and fears and 

to get validation and encouragement.   The multiplicity of roles that modern day parents juggle include 

teacher, nurturer, coach, executive team leader, advocate, rule keeper, chef, problem solver and 

counsellor and therapist for their kids. 

For solo parents it is an almost impossible task to fit everything together, but they do a mammoth task 

Much of the work with clients in Wellington and Auckland is psychoeducational as parents are 

challenged not only by their role but also by the developmental needs of children.   

Increasing dilemmas for parents and carers are managing the use of technology at home and the 

difficulties associated with integrating it into the school curriculum. Children are expected to have online 

skills but without it becoming a dominating influence and choice for leisure time.  

More common are referrals for families in situations where there is parallel parenting with estranged ex-

partners sharing parenting responsibility with step parents and, by necessity, having to respond to 

complex family demands. 

Our therapists work with a wide range of clients of varying ages, ethnicities, genders and family status.   

The average number of sessions per client is 6, with a range of short (1 – 3) sessions to long-term work. 

The effects of counselling and/or family therapy are not always obvious at the time. However, sometimes 

we hear back from a family one or two years after their involvement with Parent Help such as the 

comments below from “M”: 

“Dear Parent Help, 

I left a couple of books for you as I'm proud to say my nearly 18 year old is a complete delight. 

And says how grateful he is how I was there for him over the turbulent teens ... I could never have navigated 

this without Parent Help’s support ... Thank you for being there for so many of us.” 

With our counsellors and therapists working in an increasingly challenging environment, accessing both 

clinical training and regular professional supervision is non-negotiable with new training opportunities 

being made available to all staff. 
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Our annual Street Appeal was held in September 2018  

with collectors out on the streets of Wellington. 

 

Thank you to all who donated to support our work with families! 
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THANK YOU 

We are immensely grateful to all the organisations listed and to the many individual donations 

which have enabled us to continue supporting parents and families throughout Aotearoa.   

Your continued interest in the work we do supporting families is greatly appreciated.  

• COGS Hutt Valley 

• COGS Manukau  

• COGS Wellington  

• COGS Whitirea  

• Freemasons Foundation 

• GoogleAds 

• Kaffee Eis 

• Kiwi First donors 

• Lottery Grants Board 

• Menzshed Wellington 

• NZ Post 

• PubCharity 

• Southern Cross Garden Bar Restaurant 

• Southern Trust 

• Spark Foundation 

• Thomas George Macarthy Trust 



20 

 

 
 
 

 
 
 
 
 
 
 

We need your financial support 
 
As a non profit organisation, we need your financial support to help continue and expand our 

work. Our wish is for all New Zealand children to be raised in a positive and safe environment. 

 

 
 
 

 
What your donation does 

• It allows us to provide immediate support to the many parents calling our Helpline  

• It helps us offer affordable family therapy for vulnerable families 

• It allows us to run affordable parenting course for parents  

 

 
 
 
Ways to DONATE 
 

• On our website: www.parenthelp.org.nz/donate 

• Online via GiveALittle/ 

• Call Parent Help office on 04 802 5767 

 

 
 

WE NEED YOUR SUPPORT 
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FINANCIALS 
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HELPING PARENTS  

BUILD RESILIENT AND POSITIVE FAMILIES/WHĀNAU  
 

PARENT HELP 
Level 4, 175 Victoria Street 

Wellington 
 

Tel: 04 802 5767 
Email: info@parenthelp.org.nz 

www.parenthelp.org.nz 
facebook.com/parenthelpinc 

HELPLINE 0800 568 856 


