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Information for Attendance Service Providers

Practice Guide – Closing cases

Purpose
This practice guide explains when an attendance case can be closed, what should happen before closure, and the situations where closure is not appropriate. It supports providers to make closure decisions that are clear, consistent, and based on valid close reasons.
Key message
A case should only be closed when a valid close reason has been met. Until then, the case should remain active. There is no expectation to close cases quickly, and no service level measure expectations linked to shortening the length of time a case stays open. 
When a case can be closed
A case can be closed when one of the valid close reasons has been met. The valid closure reasons, available when selecting to close a case in the AS-CMS, are:

	Closure reason
	Use this reason when…
	What to check / record

	Regular attendance
(see Note 1 below)
	The student’s attendance has reached 90% or higher and the case has progressed through Transition 
	Confirm through discussion with the school and attendance information in AS-CMS

	Engagement stable 
(see Note 2 below)
	Attendance has improved, engagement has stabilised, and the school can support the student through its Attendance Management Plan (AMP) processes, regardless of actual attendance level
	Confirm through discussion with the school and attendance information in AS-CMS

	Overseas
	the student is confirmed as overseas by an Immigration check
	Check the result returned from Immigration check – result should say ‘OUT’

	School leaver over 16
	the student is over 16 and no longer wishes to attend school
	Check the student’s age in AS-CMS and confirm through discussion with the student that they no longer wish to attend school

	Assisted exemption 

	the provider has assisted the student / caregiver to obtain an exemption such as Home School or Early Leaving (must be approved not pending)
	· Home School exemption – confirm through Enrolment History tab on the case 
· Early Leaving Exemption Check that CIT has confirmed there is an approved 

	Other exemption

	the student/whanau has obtained an exemption such as Home School or Early Leaving without assistance from the provider (must be approved not pending)
	Home School exemption – confirm through Enrolment History tab on the case 
Check that CIT has confirmed there is an approved Early Leaving Exemption

	Corrections 

	the student is in the care/custody of Corrections
	Confirmation from Corrections

	OT s364 exemption

	Oranga Tamariki has obtained an exemption for the student under section 364
	OT have provided the exemption document




	Eligibility expired
(see Note 3 below)
	a student on an International Student visa withdraws from the school roll or
a student’s validation document has expired and is not likely to be renewed soon
	Check the student’s visa type, enrolment status, and eligibility information in AS-CMS. 
Confirm with the caregivers whether the visa has expired. 

	Enrolled out of scope
(see Note 4 below)
	the student is enrolled in a school that is out of scope for Attendance Service support, for example a Private School or Charter School
	Check Enrolment and Attendance data in AS-CMS. Do not close until the child is showing as enrolled in a school that is out of scope of the Attendance Service. 

	Deceased

	you have evidence that the child is deceased
	Check that validation has been received from DIA or another authoritative source. If you have been advised that the child has died and there is no independent authoritative confirmation, discuss this with your Contract Relationship Manager 

	Rejected – Withdrawn by school
(see Note 5 below)
	the school confirms that the referral was submitted in error and asks for the case to be withdrawn
	Check that the school has clearly asked for the referral to be withdrawn and record this in the case comments.

	Rejected – Does not meet criteria
(see Note 5 below)
	the referral clearly does not meet the criteria for attendance service support, and this has been discussed with the school
	Check that the referral is outside the criteria for attendance service support, discuss this with the school, and record in the case comments.



Notes on closure reasons:
1. Regular Attendance should only be used when the student's attendance has reached 90% or higher and the case has progressed through Transition.
2. Engagement Stable should be used when attendance has improved, the student is engaging with school processes and supports, and both the school and provider are confident that attendance can continue to be managed through the school's AMP. In many cases, Engagement Stable will be the most appropriate close reason where attendance has improved and the student, school, and provider are ready to end Attendance Service involvement, even if attendance remains below 90%.
3. Eligibility Expired: For students attending school on an International Student Visa, the case can be closed using Eligibility Expired if the student withdraws from the school roll, even if the visa is still active. For students on a Domestic Timebound visa, Eligibility Expired should only be used where the expiry date of the validation document has passed and reasonable enquiries have confirmed that it is not likely to be renewed soon. 
This close reason should not be used simply because there are visa issues while the visa remains active. In those situations, providers should refer the matter to the regional office for support. If the student later becomes eligible again and re-enrols, the school can make a new CA referral or a new NEN as needed.
4. Enrolled out of scope: for this close reason, “in scope” means state and state-integrated schools, except for Te Aho o Te Kura Pounamu, which is currently out of scope. If you are unsure whether a school is out of scope, check the school directory on Education Counts. The “Authority” field in the school directory will show whether a school is State or State Integrated.


5. Rejected: Important notes about using closure reason ‘Rejected’:
	Rejected reason
	Used…

	Rejected – Excluded 

	only by CIT when a school makes a new referral because a child has been excluded. 
This reason must not be used if an ākonga with an active case becomes excluded, instead the case should remain active. You can choose to move it to Transition until the student re-enrols or another valid close reason is appropriate.  

	Rejected – Withdrawn by school
	only when the school confirms that the referral was submitted in error and asks for the case to be withdrawn. 
You should record the request and reason clearly in the case comments. 

	Rejected – Does not meet criteria
	rarely. 
You are expected to accept and actively manage referred cases, and rejecting a referral should be uncommon. Before rejecting, first discuss the case and your concerns with the school. If the outcome of this discussion is a disagreement about whether the referral should proceed, discuss with your CRM the best way forward. Document all discussions clearly in the case record.



Examples of referrals that do not meet the criteria for referral include:
· a Chronic Absence referral for a student who is not currently enrolled; in this situation the case should be closed using the reason Rejected – Does not meet criteria, and the previous school should be advised to raise a NEN instead 
· a referral for an international student who does not have a valid visa to attend school in New Zealand
A referral may be premature rather than clearly ineligible if:
· the student is attending regularly and there are no obvious risk factors 
· attendance is improving or
· the school has not yet worked through the relevant steps in its AMP or
· the main barrier is school-based or 
· another service would be a better fit. 
In all situations, the provider should discuss next steps with the school before deciding to close the case. 
Monitoring and review
Your cases may be reviewed to check that closure decisions and use of close reasons are aligned with practice expectations. This may include looking at whether:
· cases closed with the reason Regular Attendance had attendance of 90% or higher
· cases closed with the reason Regular Attendance or Engagement Stable went through Transition first
· cases are being reopened soon after closure, which may indicate that closure happened before the situation was sufficiently stable.


What should happen before closing a case
Before closing a case, you should make sure that:
· there is a valid reason for closing the case 
· the school has been part of the closure discussion
· all case notes, plans, service statuses, and other case activity are up to date
· the case record clearly reflects why closure is appropriate
· the provider and school are confident that the current situation is stable and that closure is not being considered too early
· the case has been through a period of Transition, where appropriate to the close reason
· if the Not Located flag has been used, the status is accurate and reflects the current situation:
· remove the Not Located flag if the student has been located (including confirmed overseas or enrolled)
· retain the flag if the student has not been located, even if a valid close reason applies, for example if the student is now over 16, or eligibility has expired 
Who can close cases
Providers are expected to set and enforce their own business rules about who should close the case and any internal review that should take place before the case is closed. 
When a case must not be closed
Cases must not be closed for reasons such as:
· the whānau do not want to receive support
· the child is Not Located
· the child has moved out of catchment
· a child with an existing case has been excluded
· attendance or engagement have not yet stabilised
Instead, keep the case open and follow guidance that has been provided for these scenarios.

A case must also remain open where a close reason may apply in the future but has not yet been met. For example, do not close the case if:
· the student is working, but does not have an approved exemption
· an exemption has been applied for, but has not yet been approved
· the student is nearly 16
· the student is expected to move overseas, but this has not yet been confirmed by an Immigration check.

In these situations, the case should remain open until the relevant close reason has been met and the required checks have been completed.
Important case-type points

Chronic Absence (CA) cases
A chronic absence case is not closed when a student withdraws from the school roll. The case stays open and may change to a non-enrolment case if the student does not re-enrol in a timely manner.



Non-Enrolment Notification (NEN) cases
A non-enrolment case is not closed when the student re-enrols at a supported school. The provider must hold a Transition meeting with the school so that appropriate supports are in place, and the case moves into Transition rather than closing. The same case may later change back to a chronic absence case if the school needs additional support.
If no close reason applies
If you believe it is unreasonable for a case to remain active but there is no valid close reason, contact your CRM for advice. 
If support is needed again after closure
· A case will reopen if a new CA or NEN referral is received less than 3 months after the case was closed. 
· This means providers and schools should be confident that attendance improvements and engagement are likely to be sustained before closing a case. 
· If a CA or NEN referral is received after this 3-month period, a new case will be created. 
· A case can be manually reopened only if it was closed in error. Examples include where the case did not meet the criteria for closure at the time. In that situation, contact the Education Service Desk.
· If a case was closed correctly and the student later requires additional support, the school should submit a new Chronic Absence request to initiate a new case.
Recording closure in AS-CMS
· This guide focuses on practice expectations rather than step-by-step system use. For step-by-step instructions on closing a case in AS-CMS, refer to the AS-CMS Quick Reference Guides for Providers.
Quick check
Before closing a case, check:
· Does the case meet one of the closure reasons?
· If the closure reason is Regular Attendance, has the student's attendance reached 90% or higher?
· If the reason is Regular Attendance or Engagement Stable, has the case gone through Transition first?
· Have you and the school agreed that improvement is sufficiently established that Attendance Service support is no longer needed?
· Are all case records up to date?
Related guidance
· AS-CMS Guidance for Common Scenarios
· AS-CMS Quick Reference Guides for Providers
· Practice Guide – Transition 


Appendix 1
Worked examples
1) Existing case – student is then excluded
A student has an open attendance case and is excluded from school. The case should not be closed. Exclusion is not a valid close reason for an existing case. 

Next steps:
· update the case notes to reflect the student’s situation
· stop active case management while the student is excluded
· move the case into Transition for easier case management during this period, if you prefer
·  re-start usual case management when the student re-enrols
· close the case if a valid close reason is appropriate before the student re-enrols, for example Overseas.
If the student re-enrols, arrange a Transition Meeting with the new school and continue case management in line with the Transition guidance.

2) NEN case – student re-enrols
A student has an open Non-Enrolment Notification (NEN) case and then re-enrols at a school.
The case should not be closed. Re-enrolment at a school is not a valid close reason for a NEN case. 

Next steps:
· hold a Transition Meeting with the school where the student has enrolled
· confirm what support will continue through the school’s AMP
· move the case into Transition 
If the school later needs additional attendance service support, you can return to active case management. For further details on this pathway see the Practice Guide – Transition. 

3) Student enrols out of scope
A student has an open attendance case and later enrols at a school that is outside the attendance service scope, such as Te Kura, a private school, or a charter school. 

Next steps: 
· confirm the student’s current enrolment using the Enrolment History tab on the case 
· close the case, selecting ‘Enrolled out of scope’ as the closure reason.
· Note: you can move the case into Transition first, if you wish to continue support as the student settles back into engagement. This is at your discretion. 

4) Attendance improved but remains below 90%
A student has an open attendance case and attendance has improved significantly but remains below 90%. The student is attending more regularly, is engaging with school processes and supports, and the school is confident it can continue supporting the student through its AMP. The provider and school agree that Attendance Service involvement is no longer required.
Next steps:
· discuss progress and remaining risks with the school
· confirm the student is engaging with school supports and processes
· confirm the case has progressed through Transition
· consider whether improvement is likely to be sustained
· close the case selecting ‘Engagement Stable’ as the closure reason.
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