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About this guidance
This document summarises what attendance service providers need to know about the Attendance Service contract starting in 2026. It explains the main expectations and performance measures.
It aims to help providers understand what is required and how the Ministry will measure performance.
Note: This document is not intended to be comprehensive. Your contract is the official source of all requirements. If anything in this summary differs from your contract, the contract applies.
Overview of the new model
· Supports ākonga (students) who are:
· Chronically absent (attending 70% or less of a term) 
· Not enrolled but should be
· Covers ākonga aged 5–16 (Years 1–11) 
· Support can continue beyond age 16 if the ākonga wants to stay in school or keep learning and an enrolment pathway exists.
· Focus is on improving attendance outcomes.
· Providers work together with whānau, schools, Iwi and community agencies to address barriers to attendance.
· Flexible and innovative approaches that lead to positive impact are encouraged.
Contract expectations
· Deliver case management for all referred ākonga.
· Record all information and actions in the Ministry’s Attendance Service Case Management System (AS-CMS).
· Identify barriers and put in place solutions that last.
· Address unmet basic needs that affect attendance.
· Maintain strong local relationships and cultural capability.
· Participate in multi-agency forums as required.
· Submit an annual Service Delivery Plan that includes include quarterly milestones (see Reporting and compliance below also).
· Comply with health and safety, privacy, and all legal requirements.
Commit to continuous improvement through regular review, feedback, and adjustment of service delivery.

Other services and support
Providers are expected to deliver additional services beyond case management. Flexibility and innovation is encouraged in the design and delivery of these services. These could include, but are not limited to, the following:
· Support schools during key transitions (such as intermediate to secondary) to reduce risk of non-enrolment.
· Provide advice and periodic support to schools for chronic absence in individual ākonga or cohorts, including targeted help for specific communities or after incidents.
· Actively participate in multi-agency forums and roundtables as required; maintain records of cases referred and outcomes.
· Engage in consultation and feedback processes directed by the Ministry. Notify the Ministry before conducting any satisfaction surveys and report results.
· Record and report all activities under these elements, including resources used and any capacity constraints.
Service levels
Case management
Providers must meet these minimum service levels:
· School contact after referral (contact is with last known school for non-enrolled referral)
· 80% within 5 business days
· 90% within 10 business days
· Ākonga and whānau contact
· 80% within 10 business days
· 90% within 15 business days
Outcome measures
The goal is to improve attendance and keep it high after support ends. Progress is checked each term.
The provider must achieve the following outcome measures:
· At least 70% of referred chronically absent ākonga will demonstrate improved attendance in the term following the term after referral (so a ākonga referred in Term 1, will have their outcome measured in Term 3), measured as either: 
· Achieving an attendance level of over 70%, or
· If attendance remains below 70%, showing an improvement of at least 25% from their baseline attendance level.
· At least 60% of referred non-enrolled ākonga with up-to-date contact details will have enrolled in a school, or an appropriate alternative education pathway, within 50 Business Days (10 weeks) of referral.
These targets show the minimum expected impact. The Ministry monitors results at ākonga, school, provider, and national levels.
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Providers must:
· Submit an annual Service Delivery Plan by 15 November each year using the AS-CMS template. The plan must include quarterly milestones.
· Take part in termly performance reviews with the Ministry. These reviews check progress against the Service Delivery Plan, service levels, and outcome measures.
· The Ministry releases the 10% withholding payment only if these requirements are met.
· Report on administration and expenditure of the Unmet Basic Needs Fund, including total spent, percentage of budget used, number of ākonga supported, spend categories, and any insights or trends.
· Report on details of any initiatives or projects undertaken, including purpose, activities, attendance-related outcomes, learnings, and associated costs.
· Submit reports using AS-CMS templates. Reports include data and commentary on results, trends, and any changes to service delivery.
· Ensure that any personal information about students and/or their whanau held outside the AS-CMS is held securely, in accordance with all legal and regulatory requirements, and only for the purposes of enhancing the wellbeing of the student.
· Maintain health and safety, privacy, and complaints processes.
· Report serious incidents immediately, such as privacy breaches, serious injury, or inability to provide services.
· Confirm annually that all policies remain fit for purpose.
Legal and policy obligations
Providers must comply with all relevant laws and maintain policies and processes that support effective service delivery. These include (but are not limited to):
· Children’s Act 2014
· Health and Safety at Work Act 2015
· Privacy Act 2020
· Employment Relations Act 2000
· New Zealand Government Supplier Code of Conduct
Policies and processes
Providers must have clear, up-to-date policies for:
· Health, safety, and wellbeing (including staff safety during home visits)
· Child protection
· Privacy and data security (including use of AS-CMS)
· Complaints management
· Managing privacy and OIA requests (refer to Privacy and OIA guidance)
· Business continuity planning
· Case closure procedures that ensure no ākonga case related information is kept outside AS-CMS for example in texts, WhatsApp or written notes. These should be checked, relevant detail copied to the case record and then destroyed or deleted as applicable.
Information security requirements
· Follow Ministry information security protocols for AS-CMS, including multi-factor authentication and password protection.
· Remove access promptly when staff no longer need it.
· Provide annual assurance that security controls are in place.
Good practice
It is recommended to have guidance for:
· Transporting ākonga safely
· Managing difficult behaviours
· Conducting home visits (including risk assessment)
Monitoring
· Compliance is monitored through audits, reviews, and regular meetings.
Cultural and community engagement
Providers must work with all ākonga and their whānau, from all backgrounds and communities. This means understanding and respecting different cultures, religions, and ways of living in your area, and connecting with people in a way that fits their situation and needs.
What this includes:
· Make sure services meet the cultural needs of Māori and Pacific ākonga and their whānau.
· Speak te reo Māori if that is what the ākonga or whānau prefers.
· Use approaches based on te ao Māori and work with whānau, hapū, and Iwi where needed.
· Build strong relationships with local Iwi and Māori organisations.
· Use key frameworks and strategies such as: 
· Ka Hikitia, Ka Hāpaitia, and Tau Mai te Reo
· Pacific frameworks such as the Action Plan for Pacific Education 
· Work with Pacific organisations and networks to support Pacific ākonga and their whānau.
· Include other communities too, such as migrant and refugee groups, so services work for everyone.
Cultural responsiveness is part of everything providers do. The Ministry will check this through feedback and reviews.
Important note
This guidance is intended as a summary only. Your contract sets out the full detailed requirements. Always refer to the contract for definitive obligations.
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