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COVID-19 HOUSEHOLD GOODS AND SERVICES GUIDANCE 
FOR CDEM GROUPS 
You will have received the Direction from the National Controller / Director CDEM outlining 
expectations of CDEM Groups to activate their CDEM arrangements, including the household goods 
and services welfare services sub-function. 

We need to minimise the consequences of COVID-19 on individuals, families and communities and 
your leadership and management of household goods and services for the communities you serve is 
a critical component of the New Zealand response. 

The current COVID-19 Alert Level 4 means there are significant movement restrictions for the whole 
of New Zealand and expectations that: 

• Everyone must stay home, except those providing essential services.
• People should only make physical contact with those they live with.

Due to these measures taken as part of the COVID-19 pandemic response, there will be situations 
where people need assistance to access essential household goods and services. If people cannot 
make their own arrangements, co-ordination and delivery of household goods and services and 
other essential items is a CDEM responsibility, with support from other agencies. 

Support and services from other government and non-government agencies (including existing 
providers of such services) should be utilised, and an overview of the demand and supply for their 
area determined.    

Requested actions 

1. If not already, the household goods and service welfare services sub-function must be activated
immediately, with plans for delivery and coordination of this function made a priority for your ECC
and support agencies.

2. At a national level we need assurance that this function is up and running, and that people not
able to make their own arrangements have a CDEM entry point to be able to have their needs
met.

CDEM Group Managers/Group Controllers are therefore expected to report back to
 and  by 12pm Tuesday 31 March 2020 

confirming that they have activated their plan and with the attached template completed.+ 

3. Complete the interim actions to prepare for the Āwhina COVID-19 system as per the instructions
on page 3 of this guidance.

This document provides guidance for CDEM Groups to support these requested actions, and the 
requirement to coordinate and deliver household goods and services for the COVID-19 response. 
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What should happen? 

People not able to make their own arrangements (e.g. through assistance from support networks, 
particularly friends and whanau; home deliveries from commercial providers; personal supplies) must 
have a CDEM entry point for seeking access to essential household goods and services, and to 
have their needs registered, assessed and responded to in a timely manner.  

Possible scenarios 

There are a range of possible scenarios where people may seek assistance for accessing essential 
household goods and services due to the COVID-19 response, including but not limited to: 

• unable to visit stores to purchase goods and services due to movement restrictions, high risk 
(e.g. +70s, immunocompromised, disabled) and unable to help themselves 

• can’t use normal transport to visit stores  
• existing reliance on support services that may no longer be operating (e.g. foodbanks, meals 

on wheels) 
• not tech savvy and unable to order groceries online 
• delays to online deliveries 
• not in area serviced by online grocery deliveries 
• not having a credit card or bank account to enable use of online services 
• not having access to cooking or food storage if staying in alternative accommodation 
• not able to access specialist items (e.g. prescription medicines) 

What is required from CDEM Groups?  

• Activate your plans for coordination and delivery of household goods and services, in 
partnership with your CDEM Group’s Lifeline Utilities, Logistics staff and welfare sector 
support agencies. 

• Identify the point of access for your CDEM Group for people requiring household goods and 
services [refer to Direction to establish a phone number] 

• Establish expected timeframes from referral (i.e. when the need is first identified to your 
CDEM Group) to response (i.e. when the need has been met) 

• Implement an auditable process for ordering, purchasing, and delivering essential household 
goods and services, and for seeking subsequent reimbursement of costs from central 
Government 

• Establish monitoring and reporting to track demand for services  
• Engage with and work with agencies/organisations that already support vulnerable/at-risk 

people in the provision of food and other essential goods and services (e.g. aged care 
providers, ‘meals on wheels’ providers, community kitchens, food banks)  

• Ensure CDEM Staff and volunteers follow health advice in their coordination and delivery of 
household goods and services 

• Identify issues and risks, for example: 
o Local supply chain issues which exist/could occur  
o Any potential capacity issues or service gaps across providers, and mitigations to 

address these 
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How NEMA will support CDEM Groups 

• Continue work on supply chain / Fast Moving Consumer Goods planning and resilience with 
lifeline utilities and MBIE (as the Infrastructure Pillar lead) 

• Provide answers to CDEM Group questions and support them to manage issues and risks 
• Provide advice and national level co-ordination related to the provision of household goods 

and services and other essential items, including policy advice  
• Identify and mitigate national-level issues and risks 
• Leverage national agencies’ relationships and arrangements e.g. co-ordinating with 

commercial providers like My Food Bag, and other commercial providers   
• Work with the national-level PIM function to bolster and disseminate consistent information 

that enables people to help themselves and support others e.g. through the All-of-
Government COVID-19 Welfare Factsheet and the covid19.govt.nz website 

• Explore opportunities for national arrangements to support the provision of household goods 
and services   

Needs assessment  

About the Āwhina COVID-19 system  

• NEMA has developed a tailored version of the Āwhina Welfare Needs Assessment system 
for the COVID-19 response, called the Āwhina COVID-19 system.  

• The system includes needs assessment questions tailored to the welfare needs of people 
who are self-isolating.  

• The system will be hosted centrally by NEMA. NEMA will manage access to the system and 
has implemented a User Access Request process. This means the system does not need to 
be deployed or managed within your regional systems. 

• Security testing is being progressed as expediently as possible. The system will be ready for 
CDEM Groups from Friday 3 April. This date will be delayed if any catastrophic security risks 
are identified that must be rectified before people’s personal information can be stored in the 
system. We will let you know if any issues arise.  

Interim actions for the Āwhina COVID-19 system 

Please take the following actions to prepare for use of Āwhina COVID-19 system: 

1. Identify the people who need to have access to the system. You must be able to confirm that 
each person accessing the system is of suitable character and will receive training on Privacy 
Act requirements and appropriate use of the system before being given access to the live 
version of the system. Refer email sent from  to Group Welfare Managers 
on Friday 27 March.  

2. Install the Survey 123 app on the devices that the welfare need assessors will be using. We 
have provided your nominated geospatial contact with instructions on this. They may need to 
engage your local IT team if they do not have administrator rights to the relevant devices. 

3. Prepare for training. We will provide a training version of the system. Only mock information 
is permitted to be entered into this training system. User Guides for welfare need assessors 
and for welfare service delivery staff will be provided on Monday 30 March.  
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Frequently asked questions 
Is there reimbursement for CDEM Group costs incurred in providing household goods and 
services during the COVID-19 response? 

Yes. The Government has approved an amendment to the reimbursement guidance in Section 33 of 
the Guide to the National CDEM Plan. This change enables Local Authorities to recover the welfare 
costs they incur when supporting people required to self-isolate due to the COVID-19 pandemic, 
including pet food for companion animals. The rest of the guidance remains the same. Further 
information on eligible costs, ineligible costs, and the claims process is available on the NEMA 
website here. 

Is there a national arrangement to prioritise deliveries from supermarkets given current 
delivery delays? 

Supermarkets are working on ways to prioritise at risk customers who cannot visit supermarkets. A 
system is not currently available, but the National Crisis Management Centre (via the National 
Lifeline Utilities Coordinator) will connect with them to support groups where and when possible. 

How can CDEM Groups work with foodbanks and other organisations who supply and 
support at risk groups? 

We encourage CDEM Groups to work with a range of providers to support those in need of food and 
other essential items. The recent changes to the Guide to the National CDEM Plan enables Local 
Authorities to recover the welfare costs they incur when supporting people required to self-isolate 
due to the COVID-19 pandemic.  

We are aware that many community-based foodbanks are running out of stock and need additional 
funding to purchase more. As foodbanks are supplying those in need due to the COVID-19 
pandemic, CDEM Groups are able to request/approve them to purchase food to reasonably 
replenish their stocks and to reimburse them for those costs.  

Please be proactive in approaching foodbanks and agree in advance to reimburse their costs. Their 
support to communities will help reduce the number of people requiring assistance through CDEM 
Groups.  

What constitutes household goods and services under the arrangements?  

Household goods and services include food, water, clothing, bedding, and other items or services 
necessary for warmth, cleaning, preparing food, or general health and hygiene. It also includes the 
provision of pet food for companion animals. 

Goods include: 

• water (separate supplies for drinking and washing) 
• food and grocery items, including infant food and feeding equipment and pet food 
• clothing, including footwear (appropriate to climatic conditions and cultural practices) 
• bedding and blankets 
• cooking and eating utensils 
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• fuel (cooking and heating) 
• medication 
• cleaning and sanitary products (e.g. bathing and laundry soap, disinfectant, menstrual 

hygiene products, disposable nappies for infants, incontinence products), and 
• equipment or temporary facilities for sanitation (portable toilets or shower units). 

Items to meet personal hygiene needs should be supported by appropriate hygiene promotion 
activities and information. 

A shopping list for basic goods is included as an appendix in the Welfare Services in an Emergency 
Director’s Guideline, (Appendix J, p.243-245).  

Where do I go for more information?  

We have included a suggested framework and considerations for CDEM Group household goods 
and services planning as Appendix A. Its intent is to help inform planning and delivery in the context 
of the COVID-19 pandemic response. 

For further information and guidance, you can refer to: 

• Section 14 (welfare services) of the Guide to the National CDEM Plan  
• Welfare Services in an Emergency Director’s Guideline 
• Your NEMA Regional Emergency Management Advisor (REMA) 
• The NEMA Welfare team   

 

  

9(2)(g)(ii)

Proa
cti

ve
ly 

Rele
as

ed



COVID-19 Household Goods and Services Guidance – 29 March 2020 6 

Appendix A: Household goods and services (HHGS) CDEM Group planning framework and considerations 
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