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QUICK REMINDER: The symptoms of COVID-19 are: 
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Nau mai, haere mai: welcome
Kia ora, and thank you for doing your part to keep our communities safe.

New Zealand is currently working hard to stamp out a community outbreak of COVID-19. To help 
us continue keeping the country safe, we have implemented a system of Managed Isolation and  
Quarantine Facilities (MIQFs) to prevent new cases of COVID-19 from entering our communities and 
preventing spread of COVID-19 among your friends, colleagues and whānau.

You are here because you have either returned a positive result for your COVID-19 test, or 
you are a close contact of a person who has been diagnosed with COVID-19 and are required 
to isolate under Section 70 of the Health Act.

COVID-19 can spread from person to person and 
symptoms may take time to develop. Isolating at this 
facility helps to keep your whānau and community 
safe.

This document has information you’ll find useful 
during your stay including how to stay safe and what 
needs to happen before you can leave the facility. It is 
updated regularly and changes may be made during 
your stay. The dedicated on-site staff are here to 
help you. Please talk to them if you have questions or 
concerns about any aspect of your stay.

Kia kaha and thanks for doing your bit. We leave you 
with this whakatauki:

He moana pukepuke e ekengia e te waka
Every rough sea can be navigated.

About managed  
isolation and quarantine

Credit: Ruby Jones
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Managed Isolation and Quarantine 
facilities are safe
Managed isolation and quarantine facilities are safe and there is plenty of support for you and 
your whānau (family). These facilities are staffed by a team of health professionals, hotel and 
government personnel. 

The facilities operate under an Alert Level 4 environment which is similar to a lockdown environment. 
This means there are strict conditions on anyone who is staying here. A number of the COVID-19 rules 
that you are expected to follow are legal requirements, and breaching these rules may lead to Police 
action. If you don’t follow the rules, there may be consequences such as additional time in isolation.

Although this facility is based in a hotel, it is not functioning as a hotel would usually. You will be given 
extensive support and we will do all we can to make your stay as comfortable as possible. 

While you are here please be kind to hotel, health and other staff and follow their advice, 
guidance and directions.

How long will you be here?
If you have tested positive for COVID-19
If you have tested positive in the community you will generally be required to stay for at least 14 days.

If you test positive while you are here, you will be moved to a separate quarantine area/facility and 
are required to stay for at least 14 days a�er the onset of COVID-19 symptoms (cough, sore throat, 
shortness of breath, runny nose, loss of sense of smell, or fever) or since the date of your positive test 
(if you don’t develop any symptoms).

If you are a close contact of a person who has been diagnosed with COVID-19
You will generally be required to stay here for at least 14 days since your last contact with the person 
while they may have been infectious. However, depending on when you last had contact with the 
person who tested positive, and how quickly the person and you have been identified, your stay in the 
facility may be less than 14 days. That will be a decision for the health staff at the facility.

You will be tested for COVID-19 from time to time during your stay. Testing frequency will depend on 
your situation. In most cases, upon being identified as a close contact, you will be asked to undergo 
testing around day 5 and day 12 since your last contact with the person who tested positive. 
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When can you leave?
You are required to stay in this facility until you have been confirmed by a health practitioner to be a  
low risk of having or transmi£ing COVID-19.

Low risk of having or transmi�ing COVID-19 includes confirming the following criteria below. 

If you have tested positive for COVID-19
 › It has been at least 10 days since you tested positive for COVID-19 (if you remain asymptomatic), or 

since you first developed symptoms,

 › You haven’t had any symptoms for at least 72 hours. 

If you are a close contact of a person who has been diagnosed with COVID-19
 › Completed 14 days since your last contact with the COVID-19 case,

 › No symptoms consistent with COVID-19, which includes sore throat, cough, or difficulty breathing/
shortness of breath, runny nose or temporary loss of smell

 › You do not have a temperature of 38°C or higher

 › In almost all cases, tested negative for COVID-19 

You must meet these criteria to leave the facility and receive a le£er confirming you have completed 
your stay. You will also need to complete a Quarantine Exit Form. A nurse will help you with this and 
sign it off. You will travel to your next destination as per your agreed travel plans.

You may also be asked, or required, to stay longer if you refuse a COVID-19 test or are not 
considered a low risk by a health practitioner

Credit: Ruby Jones
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Contacts
We are in this together and we are committed to making your stay 
as comfortable as possible. If you have a query, complaint or need 
assistance, please contact the on-site team first. This includes the 
facility reception, the wellbeing team on-site or the New Zealand 
Defence Force staff on-site. You can contact them using the phone 
in your room.

There are other places you can go for information:

The managed isolation and quarantine website 
for information on MIQ, fees and exemptions 

www.miq.govt.nz

For compliments, feedback and complaints Speaking to the on-site Facility Manager or 
Wellbeing Coordinator within the managed 
isolation and quarantine facility.

For information on alert levels, restrictions 
and support 

www.covid19.govt.nz

COVID-19 related health information www.health.govt.nz 

For information on immigration-related 
ma£ers, including the border exception 
process and individual immigration cases

www.immigration.govt.nz/about-us/covid-19 

Foreign nationals can contact their Embassy, 
High Commission or Consulate to seek consular 
assistance when in New Zealand.  

Find an Embassy or foreign representative 
in New Zealand at:  
www.mfat.govt.nz/en/embassies

If you’re in immediate danger call the Police on 111. If you’re unable to talk, listen for the option to dial 55 
– this will put you directly through to the Police. 

It’s okay to reach out
It’s okay if you’re taking things day by day. Many people find that 
having a conversation with a support person can really help.

Your on-site team of registered nurses are available 24 hours a day, 7 days a week to support you. 
If you begin to worry about you or your whānau’s (family’s) physical or mental wellbeing or have any 
specific health needs. You can also access a mental health clinician at your facility with the support of 
your on-site registered nurses if needed. 
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In an emergency
Each facility has a specific plan you should follow in an emergency. The floor 
plan and emergency exit path is displayed on the inside of your entrance door. 
Please familiarise yourself with it and do as on-site staff request.

During an earthquake, drop, cover and hold

If you need to evacuate (leave) your room due to an emergency such 
as a fire or earthquake, you must:

WEAR A MASK
Sanitise your hands and apply a mask before you leave your room.

Have a mask handy for such situations by keeping a spare mask near your door. 
Wearing a mask will help reduce the risk of spreading the virus.

LEAVE YOUR BELONGINGS BEHIND
You are more important than your belongings – your safety is our priority.

MAINTAIN A PHYSICAL DISTANCE OF 2 METRES FROM OTHERS
During an evacuation maintain physical distancing from other people and avoid 
contact with surfaces.

It is an offence to knowingly cause a false fire alarm or not to comply with facility 
instructions during an emergency. Doing so may result in prosecution. 
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Wash your hands

Put on a mask

Close your windows 
and balcony door

Open door

Before opening your door

1

3

2

4

Only open your door for approved reasons - to collect food, put out rubbish/laundry, for  
health checks, or to access fresh air or smoking areas at an approved time. Every time you 
open your door, you increase yours and others risk of contracting COVID-19.
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Services in your facility
Although this facility is based in a hotel, it is not functioning as a hotel usually would. There are some 
basic services that these facilities provide. 

MEDICAL CARE
A team of health professionals 
is always available at your facility. 
If you feel unwell, contact the health 
team of the facility to arrange for 
a health check. The on-site staff 
will also be able to assist with 
any medication and prescription 
requirements. 

If you feel unwell, need urgent 
medical care or are showing COVID-19 
symptoms, stay in your room and 
phone the on-site team (reception, 
nursing team or the Site Manager).

FOOD
Your breakfast, lunch and dinner will 
be delivered and placed outside your 
door. Any additional food will need to 
be paid for.

Let the on-site team know if you 
have any food allergies or medical 
conditions that require special diets. 

It is safe to drink the tap water. It 
is important to stay hydrated during 
your stay. 

IN-ROOM TELEPHONE SERVICES 
(LANDLINES) AND WI-FI 
Internal calling, between rooms 
and for hotel services, is free. 

You are required to pay for any external 
phone calls which are charged at hotel 
rates. Talk to facility staff to enable the 
service. Wi-Fi is free. Talk to on-site 
team for details.

Services and rules 
to follow

CCTV IN MIQ FACILITIES
For your safety, CCTV may be 
in operation within your facility. 
The CCTV cameras are located in all 
public areas and stairwells. Cameras 
are not installed in any guest rooms. 
Your privacy will be protected at all 
times during your stay.

TRANSLATION SERVICES 
If you require an interpreter, 
please talk to the on-site team 
and they can arrange this for you.

You can also ask for Ezispeak 
interpreting services. 
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DELIVERY OF FOOD AND GOODS 
You cannot leave the facility, but 
you can have items delivered to your 
facility – this includes food or personal 
packages.

Deliveries cannot contain any illegal 
items or items that present a health 
and safety risk. This includes electrical 
cooking appliances, gas cookers, 
candles, heaters, toasters, grill top 
ovens, items with naked flames, and 
combustibles. If staff believe that 
your delivery contains any items that 
present a health and safety risk they 
may ask for proof that it is safe.

If you do have an item that presents 
a health and safety risk, the hotel can 
hold this for you until you depart or 
return it to the sender. 

You cannot send any packages to your 
family or friends. 

SMOKE ALARMS
Your room has a smoke alarm to keep you 
safe. Smoke alarms can be activated by 
dust, steam, smoke and other fumes and 
vapours. It is an offence to knowingly 
cause a false fire alarm, and doing so may 
result in prosecution.
You must not:
 › touch smoke alarms
 › smoke, vape or cook in your room
 › overload power points
 › use any flame or heating element 

not approved by the on-site team
 › place towels or flammable 

materials on heaters to dry. 

If the fire alarm activates, follow the 
evacuation procedure and listen to 
the instructions of facility staff and 
management. Remember to stay 
2 metres away from others and wear 
a mask during any evacuation. 

CLEANING AND LAUNDRY
Facility staff cannot enter your room, this will keep you and our staff safe. You will be given 
some basic cleaning products so you can clean your room.

Laundry services are available during your stay. Fresh towels and sheets will be provided on 
request (these will be le� in front of your door). Please read your facility information sheet 
for details on rubbish, laundry and linen services.

ALCOHOL DELIVERIES ARE ALLOWED
Only reasonable quantities can be ordered for personal consumption. Please drink 
responsibly, be considerate of other people and staff in this facility and ensure your 
behaviour is appropriate. You must be able to respond to staff or an emergency (such as a 
fire evacuation) as well as follow PPE and physical distancing rules – alcohol may affect your 
ability to keep you and others safe.
The Ministry of Health guidelines recommend no more than two standard drinks a day for 
women (no more than 10 standard drinks a week) and three standard drinks a day for men  
(no more than 15 standard drinks a week).
For more information, please visit: 
www.alcohol.org.nz/help-advice/advice-on-alcohol/low-risk-alcohol-drinking-advice
We limit delivery of alcohol per adult (18 or over), per day to:
 › six 330ml cans of beer (6-9 standard drinks), or
 › one bo£le of wine (7-8 standard drinks), or
 › four pack, up to 330ml each, of RTDs (7-8 standard drinks)
 › deliveries of spirits will not be accepted.

If you have more than this delivered, with the intention of consuming it over a number 
of days, your delivery will be held by staff and provided to you over your stay.
If you or those in your bubble need support and treatment to reduce their alcohol intake, 
call the Alcohol Drug Helpline on 0800 787 797.
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Rules to follow during your stay

While you’re in isolation, it’s important to follow some basic rules to help you stay safe and healthy. 
A number of the COVID-19 rules that you are expected to follow are legal requirements, and breaking 
these rules may lead to Police action. If you don't follow the rules, there may be consequences such 
as additional time in isolation.

Movement outside your room is allowed only in a strictly controlled manner. Please respect and follow 
the protocols, guidance and directions of staff at your facility. 

WEAR FACE MASKS 
You must only wear single-use disposable masks that are provided to you by the Managed 
Isolation Facility.
You must wear a mask: 
 › before opening your door to collect food, laundry or other items le� at your door
 › if placing laundry, rubbish or other items directly outside your door for collection
 › for essential medical care, including a COVID-19 test
 › when someone needs to enter your room for any maintenance 
 › when you leave your room to access the fresh air or smoking areas . You must also 

wear a mask on your way back to your room
 › when you need to leave your room because of an emergency such as a fire. 

More information on how to wear and remove a mask is available in Appendix 3. 
Please dispose of all personal protective equipment (PPE) such as gloves and masks 
in the appropriate bins located near the PPE stations. Do NOT leave PPE lying around.

Note: People with medical conditions that prevent them from wearing face masks, young children under 
6 years of age, or anyone who is unable to remove a face mask without assistance, may be exempt from 
wearing masks. A health practitioner will need to confirm you are exempt from wearing a mask. 

STAY IN YOUR ROOM
You must stay in your room as much as possible during your stay. This will keep you and 
others safe from any exposure and prevent the spread of COVID-19. 

You are only allowed outside your room:

 › if you have a medical appointment
 › for your specified fresh air or smoking time. Your facility will inform you about how  

to book your scheduled time to access fresh air or smoking areas
 › in an emergency, for example a fire or for safety reasons to avoid injury or to escape  

a risk of harm. 

If you are required to undergo a test within 24 hours of your arrival, you will not be 
allowed out of your room until the test results are known.
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STAY 2 METRES APART
Always maintain 2 metres distance 
from others except those who are 
in your bubble (your family/partner). WASH. WASH. WASH.

Wash your hands with soap and 
water o�en (for at least 20 seconds) 
and dry thoroughly or sanitise your 
hands regularly. See page 17.

Avoid touching your face, including 
your eyes, nose, and mouth if your 
hands are not clean. Surfaces may 
have infectious droplets.

EXERCISE IN YOUR ROOMS 
WHERE POSSIBLE
Access to fresh air areas may be 
available in your facility. Your facility 
will inform you if you need to book 
a slot to access the area.  

You can only use the fresh air areas at 
approved times for light exercises such 
as walking. For infection prevention 
and control (IPC) purposes, exercise 
which causes heavy breathing may 
not be permi£ed and we may limit 
the equipment which can be taken 
into the fresh air areas. 

You must wear single-use face masks, 
wristbands and practice physical 
distancing and hand hygiene when 
travelling to and from the fresh air 
zone, and when using the area. If you 
are unwell, contact the on-site health 
team to discuss options. 

NO VISITORS AT THE FACILITY 
OR YOUR ROOM
Family or friends cannot visit you. 
You must not have any visitors in your 
room at any time. Do not enter the 
room of anyone who is not in your 
bubble. This will keep you and others 
safe from any exposure and prevent 
the spread of COVID-19.

The facility offers free Wi-Fi so 
that you can talk to them online 
if you wish.

THE ELBOW RULE
Cough or sneeze into your elbow 
or cover your mouth and nose with 
tissues. Put them in a bin immediately 
and wash or sanitise your hands. 

WEAR YOUR WRISTBANDS 
WHEN OUTSIDE YOUR ROOM
You are required to wear your 
wristband when you leave your room 
to access the fresh air or smoking 
areas or for testing. If you do not wear 
your wristband you may be mistaken 
for a returnee required to be in room 
isolation and staff may ask you to 
head back to your room.

DO NOT GO OUT OF YOUR ROOM TO THE RECEPTION DESK. If you need assistance for 
anything, please contact the reception using the phone in your room. Someone is available 
24 hours a day.

11



NO PHOTOGRAPHY, FILMING 
OR AUDIO RECORDING  
WITHOUT PERMISSION
Please respect the privacy and 
personal circumstances of people 
at this facility when considering 
whether to take photos, audio or 
video recordings. No filming is allowed 
in any of the operational parts of 
the facility such as the lobby or 
nurses area.

Please do not record other guests 
without asking them first.  If you want 
to record your interactions with staff, 
please speak with them first.

INTERACTING WITH THE MEDIA
There is high public interest in the 
managed isolation and quarantine 
facilities. Media might contact you 
and it is your choice whether you talk 
to them. 

Please remember journalists cannot 
enter the facility. If you agree to an 
interview, you will need to use remote 
options such as phone or video calling.

Do not share
You must not share:
 › li¤s with anyone outside your bubble
 › items between rooms unless they are 

in your bubble. This includes children’s 
toys, paper, phones, chargers, food etc.

 › lighters, cigare�es, vaping or cigare�e 
equipment.

This will keep you and others in the facility safe. If you come in contact 
with anybody who might be infectious, your stay in the facility might 
be extended.

12
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Do not smoke or vape in your room
Smoking or the use of vaping or e-cigare£e devices is not allowed inside your 
room. Your room has a smoke alarm that can be activated by dust, steam, 
smoke and other fumes and vapours. Knowingly causing a false fire alarm 
can result in prosecution.
You are only allowed to smoke in a designated smoking area provided in the facility. Use of the 
smoking area, and the length of time you can spend in it, may be limited, depending on space. 
If needed, your facility will tell you the scheduled times for smoking or how to book a slot. 

You may be escorted to and from the smoking area. You will need to wear a mask and wristband 
when you leave your room and on your way back.

All smoking areas are monitored. 

WHILE SMOKING IN A DESIGNATED SMOKING AREA:

Keep 2 metres distance from 
others not in your bubble.

Sanitise your hands before 
you remove your mask and 
a�er you put that mask or 
a replacement mask back on. 

DO NOT share cigare£es, 
lighters or vaping/e-cigare£e 
equipment.

Put out your cigare£e/s 
and dispose of them in 
designated bins.

Only remove your face mask 
to smoke.

Nicotine Replacement Therapy (NRT)
There will be times when you are not allowed to leave your room, except in an emergency 
(for example, if you are having a COVID-19 test on day 0/1, you will not be able to leave your 
room between arrival and until your test results are made available). If you are a smoker or 
vaper this means you will not be able to smoke or vape during these times. 

You will receive an initial health check within the first 48 hours of your stay. During this health 
check you can discuss with the nurse any smoking support you may need. Staff can also provide 
you with Nicotine Replacement Therapy (NRT). NRT helps relieve nicotine craving and other 
symptoms you may experience when you cannot smoke. 

There are a range of NRT options available so please talk to staff about how they can best 
support you.

14
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Routine health screening and COVID-19 
testing
While you are in managed isolation you will receive regular health checks either in person or by  
telephone. Health checks and COVID-19 testing are important for your wellbeing and for others around 
you. It also helps us provide you with medical treatment if you’ve been exposed to the virus or have 
other health concerns.

You must follow instructions from the Medical Officer of Health or a Health Protection Officer during 
your stay. As well as COVID-19 testing, you will also be required to have a medical assessment. If asked 
to wear personal protective equipment (PPE) such as face masks (supplied to you) at any time during 
your stay, you must do soYou will be tested at least three times for COVID-19.

COVID-19 testing

If you have already tested positive for COVID-19, you will not be re-tested

If you have already tested positive for COVID-19, you do not need to be tested again. This is because 
people that recover from COVID-19 o�en continue to test positive for weeks a�er their recovery – even 
when they aren’t infectious anymore.

Instead of being re-tested, you will be assessed to make sure you have recovered from COVID-19 and 
are at low risk of infecting anyone else. You will be assessed to check:

 › It has been at least 14 days since you tested positive for COVID-19 (if you remain asymptomatic), or 
since you first developed symptoms

 › You haven’t had any symptoms for at least 72 hours.

If you are a close contact of a person who has been diagnosed with COVID-19, we will test you 
from time to time for COVID-19

Testing frequency will depend on your situation. In most cases, once you’ve been identified as a close 
contact, we will ask you to be tested around:

Day 3: We test around day 3, as the average time most people develop infection a�er 
exposure is 5 days.

Day 12: We then test again around day 12 as the infection may take longer to develop in 
some people. This test is also one of the checks we use to determine if a person is low risk 
and can leave the facility a�er 14 days.

Health screening and 
COVID-19 testing
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You are required to be tested at days 3 and 12 even if you show no symptoms. You may also be 
tested at other times if you show any of the symptoms of COVID-19.
If you are on the same floor as someone else who tests positive for COVID-19, you will be required 
to have an additional Day 6 or 7 test yourself.

Nasal swab test
Testing involves having a swab taken from the back of your nose (nasopharyngeal testing).  
For most people this feels like a tickle, others find it a bit uncomfortable, but it is not known 
to cause harm. It takes 10 seconds to collect the sample. Children are also required to undergo  
a nasal swab. Infants under 6 months of age are not required to undergo nasopharyngeal testing, 
unless they are symptomatic or close contacts of a confirmed or probable case. In all cases, 
clinical discretion can apply.

If you refuse a test
By ge£ing tested you are helping stop the spread of COVID-19 and protecting yourself, your loved ones 
and the New Zealand community from the virus. 

We respect your right to refuse a test, however in order to protect all New Zealanders from COVID-19, 
if you refuse a test or are not considered low risk, your stay could be up to 28 days. 

Help is always available 
It is important you are honest about your health during your stay in an MIQF. This is the best way your 
health needs and wellbeing can be managed. A team of health professionals is always available at your 
facility.

 › If you are feeling unwell, please stay in your room and phone the on-site team. They will advise what 
to do next. 

While isolation can be difficult, it is an important measure to keep New Zealand safe and 
stamp out COID-19. By isolating and monitoring your own health, you're playing the most 
important role you can to achieve both these objectives. 

If at any point during your stay you develop the COVID-19 symptoms of fever, cough, shortness of 
breath sore throat, runny nose, or temporary loss of sense of smell, let on-site staff know immediately 
by phone. They will arrange for you to be assessed by the on-site health team.
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How to hand wash

Wet hands with water and apply 
enough soap to cover all hand surfaces

Rub hands palm to palm,  
up to and including wrists

Right palm over back of le�  
with linked fingers and vice versa

Palm to palm with fingers linked Backs of fingers to opposing  
palms with fingers interlocked

Rotational rubbing of le� thumb  
held in right palm and vice versa

Rotational rubbing firmly,  
with closed fingers of right hand  

in le� palm and vice versa

Rinse your hands with water Dry hands thoroughly  
with a paper towel

1

4

7

2

5

8 9

3

6

40-60 seconds
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The Māori holistic model of health, Te Whare Tapa Whā, 
reminds you to take care of all the different aspects of  
your life to support your wellbeing.

Te whare tapa whā is a model of the 4 dimensions of wellbeing developed by 
Sir Mason Durie in 1984 to provide a Māori perspective on health. With 4 walls,  
the wharenui (meeting house) is a symbol of these four dimensions. The wharenui’s 
connection with the whenua (land) forms the foundation for the other four 
dimensions.

By nurturing and strengthening all dimensions, you support your health 
and wellbeing, as well as the health and wellbeing of your whānau.

Te Whare Tapa Whā
The Māori holistic model of health

Te taha whānau
Family health

Te taha hinengaro
Psychological health

Te taha wairua
Spiritual health

Te taha tinana
Physical health

18



Mental health 
and wellbeing

Looking after your mental health 
and wellbeing 
It is normal to not feel right all the 
time during this period of isolation. 
It’s not easy to come to New Zealand 
and be unable to do what you want 
straight away. It’s understandable 
to feel sad, distressed, worried, 
confused, or anxious. 

These are difficult and challenging 
times. Everyone will respond 
differently: some may find  
it harder than others. So, it’s 
important to look a¤er your 
mental health, as well as your  
physical health.

To help you get through in the best 
possible way, we've come up with a 
few simple tips.

IT'S Ka 
pAi tO 
jUsT KeEp 
sWiMmInG

allright.org.nz
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It’s okay to reach out
It’s okay if you’re taking things day by day. He waka eke noa – we're all in this together.

Many tāngata/people find that having a kōrero or talanoa/conversation with a support person can 
really help.

Your on-site team of registered nurses are available 24 hours a day, 7 days a week to support you, 
if you begin to worry about you or your whānau’s physical or mental wellbeing or have any specific 
health needs. You can also access a mental health clinician at your facility with the support of your  
on-site registered nurses if needed. 

We’ve put together a list of helpful services you can reach out to and website and apps you can use to 
look a�er your wellbeing. 

Please note the resources listed below are for specific wellbeing advice. For all questions 
and concerns regarding your facility or stay, you must contact the on-site team.

TELEPHONE AND TEXT BASED SUPPORT

Call 1737  
Call or text Telehealth on 1737 to talk to a trained 
counsellor for support with grief, anxiety, distress 
or mental wellbeing. This service is free and avail-
able 24 hours a day, 7 days a week. 

Lifeline  
Call 0800 543 354 or text HELP (4357) to talk  
to a counsellor or trained volunteers. 

Samaritans 
Call 0800 726 666 for someone who will listen. 

Depression Helpline  
Call 0800 111 757 or free text 4202 to talk  
to a trained counsellor.

South Seas Healthcare Trust 
Phone: (09) 278-2694 
Web: www.southseas.org.nz

Pacific primary care and social service provider. 
Languages spoken, Samoan, Tongan and English.

West Fono Health Trust 
Phone: (09) 837-1780 
Web: www.westfono.co.nz

Pacific primary care and social service provider. 
Languages spoken, Samoan, Tongan and English. 
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Vaka Tautua 
FREEPHONE: 0800 825 282 
www.vakatautua.co.nz

Vaka Tautua is a national “by Pacific, for Pacific“ 
health, disability and social services provider in 
Aotearoa with a strong presence in the Auckland, 
Wellington and Canterbury region

Mapu Maia 
Freephone 0800 21 21 22 
www.mapumaia.co.nz

National Pacific problem gambling support service.

Le Va 
Phone: 09-261 3490 
www.leva.co.nz

National Pacific mental health and suicide 
prevention provider.

Asian family services 
Call 0800 862 342 to access help in ten languages, 
including Mandarin, Cantonese, Korean, 
Vietnamese, Thai, Japanese, Hindi, Gujarati, 
Marathi and English.

The helpline provides nationwide free and 
confidential services from Monday to Friday 
between 9am-8pm. 

Alcohol Drug Helpline 

Call 0800 787 797 or free text 8681 or online chat 
at alcoholdrughelp.org.nz for support with alcohol 
or other drug problems.

OUTLine NZ   
Call 0800 688 5463 for confidential, free LGBTIQ+ 
support from a trained volunteer. This service is 
available from 6pm to 9pm every evening. 
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ONLINE MENTAL WELLBEING TOOLS 

HELPS WITH:  
Daily mental wellbeing, coping with uncertainty, stress, worry, sleep, 
thriving

The Mentemia app provides mental wellbeing coaching a�er ge£ing to 
know you a li£le through a personality quiz and what focus areas you 
have, like sleeping be£er, stressing less, or helping support a loved one. 
The videos feature Sir John Kirwan and his ways of approaching life that 
help him on a day-to-day basis.

www.mentemia.com/covid-19

HELPS WITH:  
Loneliness and isolation, Understanding ourselves be�er, Behaviour 
change, Ways to manage mood, Strategies to manage anxiety

Melon has an online community where you can anonymously interact 
with others on a similar journey and connect with a team of support 
workers. There’s also a health journal, resources, wellbeing exercises and 
webinars. He waka eke noa (We’re all in this together).

www.melonhealth.com/covid-19

HELPS WITH:  
Anxiety and stress, Confidence, Self-awareness, Problem solving 
skills, Connecting to what ma�ers, Sleep, Relaxation

Staying on Track is a free online course that helps you learn how  
to cope with worry and stress when things get tough. Get access to  
easy-to-use, proven strategies and skills you would learn from a therapist, 
in the privacy of your own home, anytime that suits you.

www.justathought.co.nz/covid19

Ge�ing Through Together is a mental wellbeing campaign focused on 
things we can all do to maintain our mental wellbeing during the COVID-19 
pandemic, with practical tips for looking a�er yourself and your whānau.

www.allright.org.nz/campaigns/ge�ing-through-together
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Sparklers at Home is an online toolkit for parents, full of fun activities 
that support the wellbeing of primary and intermediate students.

www.sparklers.org.nz/parenting

Whakatau Mai: The Wellbeing Sessions are free, online, community 
events you can join in real-time. Visit the website to register for sessions 
to support your wellbeing and connect with other like-minded people.

www.wellbeingsessions.nz

The Ministry of Health website has information, resources, tools and 
free apps to support your mental wellbeing, as well as information about 
organisations that can help if you need extra support.

www.health.govt.nz/covid-19-mental-wellbeing

SUPPORT FOR CHILDREN AND YOUNG PEOPLE’S MENTAL WELLBEING 

The Lowdown
The Lowdown is a website to help young New Zealanders 
recognise and understand depression or anxiety.

www.thelowdown.co.nz

Youthline

Youthline works with young people, their families and those 
supporting young people. They offer a free 24/7 Helpline 
service to support young people.

www.youthline.co.nz

Kidsline  
(for those under 18)

KIDSLINE is a counselling service for all kids up to 18 years 
of age. 

www.lifeline.org.nz/services/kidsline

If you are under 18, we will help you and your whānau/parents/guardian to make your stay comfortable 
and safe. There may be some special provisions available, for example to enable school work. 

Learning Resources

You can access Home Learning TV at tvnz.co.nz on-demand. There are over 300 episodes that 
have lessons designed for all early learning and school ages. There's also a range of learning 
and wellbeing resources at learningfromhome.govt.nz.

You can also apply to have a parent or guardian join you in managed isolation through the 
exemption process. Information about exemptions is on page 31 in this pack.
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SUPPORT TO FEEL SAFE FROM VIOLENCE

New Zealand takes family violence and sexual violence seriously. No-one should feel scared or be 
harmed by others. Help is available for all adults and children. 

Call 111 
If you’re in immediate danger call the Police on 
111. If you’re unable to talk, listen for the option 
to dial 55 – this will put you directly through to 
the Police. 

It’s not OK family violence helpline 
The family violence information line 
0800 456 450 provides information and is 
available seven days a week, from 9am to 11pm. 

Safe to talk 
A national sexual harm helpline accessible via 
phone and internet. Call 0800 044 334

Women’s refuge 

Supports and helps women and children 
experiencing family violence.

Call 0800 733 843 or visit womensrefuge.org.nz

He Waka Tapu 

The Heybro line is setup for men who feel 
they’re going to harm a loved one or whānau 
member. Available 24/7 to listen and to help

Call 0800 439 276 or visit 
www.hewakatapu.org.nz

What’s Up

What’s up is a free, nationally-available 
counselling helpline and webchat service 
for children and teenagers.

This service is open Mon-Fri 12pm-11pm  
and Sat/Sun 3pm-11pm.

Call 0800 942 8787 or visit whatsup.co.nz 
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WELFARE SUPPORT

There is help available if you need essential information or support services, including applying for 
financial assistance (and other support you may need).  

The Ministry of Social Development can help in lots of different ways and situations. You can also ask 
on-site staff to refer you. It's a good idea to consider your options early in your stay so assistance is 
available if you need it when you leave the facility.  

Employment 
If you’re needing work when you leave the 
facility, there are online tools that connects 
employers with people looking for work.  

When you find a job you’re interested in there’s 
help for you to apply or talk to the employer. 
There’s also help available with training and 
work experience, with your CV, cover le£er or 
filling out applications. 

Visit: www.jobs.govt.nz  
or www.workandincome.govt.nz/work

Travel costs 
There may be help available if you need support 
with travel costs to get home. 

Contact The Ministry of Social Development - 
riqc@msd.govt.nz

Financial

If you don’t have a job or can’t work in the near 
future, you may be able to get a benefit or some 
financial help.  

For more information on what financial support 
you might get, visit check.msd.govt.nz

Housing 
If you have nowhere to go when you leave 
isolation there may be help available to help you 
find somewhere to live.  

Contact The Ministry of Social Development -  
riqc@msd.govt.nz  
For any other information please visit:  
www.workandincome.govt.nz  



Leaving a facility after 14 days
Have an exit plan in place 
It’s important you are clear about where you will go when you’ve completed your stay. On-site staff 
will call you to discuss your travel plans during your stay. To assist with this call, we encourage you 
to start thinking about your departure, where you are going and how you will get there. Refer to 
Appendix 2 Discussing you travel plans.

Be clear about where you will go next and how you’ll get there
This helps organise your check-out and be£er support you during your departure. Please help us 
to contact you in future, if necessary, by ensuring the contact details (email, phone, address etc.) 
are current and correct.

Organise your travel
If you live in, or close to, the same city that you are in isolating in, you will 
need to arrange and pay for your own transport from the facility to your 
next accommodation.

If you are unable to organise your travel, please contact the on-site staff 
for advice.

Talk to us if you are unsure of your destination 
If you do not have an appropriate destination to go to, please talk to on-
site staff who may be able to assist or refer you to Government agencies 
that can help.

Preparing  
to leave

Credit: Ruby Jones.
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Upon departure
Please ensure you have all your belongings with you. Please comply with the public health measures 
indicated in your departure le£er. You are required to wear a face mask while on any public transport  
including flights.

Please keep the on-site team informed if your accommodation or travel plans change at any stage 
during your stay.

Please ensure your post-departure contact details are correct. This helps us contact you a¤er 
leaving the facility for your post-departure health check and continue to keep you and our 
communities safe.

After you leave the facility
Keep track of where you’ve been
Please continue to keep a watch on New Zealand’s COVID-19 alert levels and abide by any requirements 
around physical distancing, hand hygiene and use of PPE, once you leave the facility.

More information about alert levels can be found here: www.covid19.govt.nz/alert-system

Remember to track your movements using the NZ COVID Tracer app if you can. If you do not use the 
app, use whatever method works for you, like the NZ COVID Tracer booklet. Encourage your family, 
whānau and friends to do the same.

We recommend you keep track of the 3 Ws:

 › Where you went.

 › When you went there - date and time

 › Who you met.

Monitor your health after you leave 
In the week a�er you leave, the Ministry of Health will contact you to check on your health. They will do 
this by email, or phone if you have not completed the email survey. 

If you have any follow up questions or queries regarding your health or develop any symptoms of 
COVID-19, please call Healthline on 0800 358 5453 or your GP.

For any emergencies call 111.

27



Appendix 1: COVID-19 testing information 
It is important you read or have explained to you the COVID-19 testing 
information below. Talk to the health professionals on-site if you have 
any concerns.

How often am I tested for COVID-19?
 › You will be tested within 24 hours of your arrival into the managed isolation facility (unless you are 

have arrived from a low risk country).

 › You will be tested around day three.

 › You will be tested around day 12. This test is also part of how we decide whether it’s safe for you to 
leave the facility.

 › You may also be tested if you become symptomatic at any point during your stay, i.e. show any 
of the symptoms of COVID-19 , or if someone on the same floor as you in managed isolation tests 
positive.

What happens when I am tested for COVID-19?
 › You will be asked to fill out a form and/or answer questions including your contact details.

 › You will have a swab taken from the back of your nose; this can be a bit uncomfortable but is not 
known to cause harm. It takes about 10 seconds to collect the sample.

 › You should let the person taking the swab know if you have any condition that reduces the 
strength of your skin, affects the ability of your blood to form clots, or if you are on blood thinning 
medication. If you have any of these conditions they may decide not to proceed with the test as 
your health is the primary concern.

 › Results may take a couple of days to come back.

 › If you are having a test on day 0/1 (i.e. within 24 hours of your arrival) or have COVID-19 symptoms, 
you will need to remain in your room until the test result is available.

 › There is no cost for the test.

What happens if my result is negative?
 › If your test result is negative, you will be notified via text message or a phone call, or by the on-site 

nursing team.

 › If the test was around day 0/1 or day 3 you’ll continue with your managed isolation stay at this 
facility.

 › If the test was around day 12 you’ll also be assessed to confirm if you’re low risk of having or 
transmi£ing COVID-19 and able to leave the facility once your 14-day period is complete.

 › Having a negative test means that COVID-19 was not detected at the time you were tested. It may 
still show up later in your stay so it’s important to continue good hygiene and isolation measures 
throughout the duration of your time in managed isolation.
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What happens if my result is positive?
 › If you have a confirmed positive result you will be contacted in person.

 › You may be moved to another facility or area and will be required to quarantine. While this may 
feel distressing, you will receive a high level of clinical care from a dedicated team of health 
professionals.

 › Any others you have been in close contact with during your stay will also need to be moved to 
quarantine, and will need to quarantine for 14 days from the last day you spent time with them.

 › You will stay in quarantine for at least 14 days a�er the onset of COVID-19 symptoms or since the 
date of your test (whichever is longer) and you must be clear of COVID-19 symptoms for a minimum 
of 72 hours before you can leave.

 › Your minimum total stay in a managed facility will still be 14 days.

What if I start to feel unwell while I’m at the managed isolation facility? 
If you develop any symptoms of COVID-19 (cough, sore throat, shortness of breath, runny nose, loss 
of sense of smell, or fever) during the time of your isolation or any other illness, you must notify the 
health staff at your facility. Please do this by phone from your room. They will assess your condition 
and discuss with you the appropriate next steps.

What happens to the information collected about me?
Your personal and test information will only be shared with those government agencies directly 
involved in managing COVID-19. We will only use and disclose your personal information if that is 
permi£ed by our privacy laws.

During the national response to COVID-19 information will be used by health agencies for the purpose 
of managing the COVID-19 pandemic and anonymous statistical data may be published in a public 
manner. You have a right to access and correct information held about you.

Where can I go for more advice?
For medical advice contact the health staff at the facility you are staying in.

For general information about the COVID-19 situation in New Zealand you can visit  
www.covid19.govt.nz or the Ministry of Health website www.health.govt.nz
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Appendix 2: Discussing your travel plans 
You are required to stay in the facility for a minimum of 14 days. 
On-site staff will call you to discuss your travel plans for when you leave the facility. To assist with this 
call, we encourage you to start thinking about your departure, where you are going and how you will 
get there.

This call will take place a few days a�er you arrive. 

Keep the following information handy
 › If you have a home or residence to go to a�er your 14-day isolation period:

 –  complete residential address

 –  details on how you will travel from the isolation facility to your home/ residence. For example, will 
you take a domestic flight or will a family member come to take you home. 

 – if you require a shu£le from the facility to get to the airport, please provide details about the 
pick-up time, total number of passengers, room number, departing flight and time. 

 › If you don’t have a transport plan in place, let the on-site team know what assistance you may need 
to get to your home or residence.

 › Details of anybody who might be picking you up from the facility. 

 ›  Any specific requirements for land or flight air travel that we need to know.
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Appendix 3: Legal rights 
Health Act 1956
If you have been required to enter this facility by a medical officer of health exercising their powers 
under section 70 of the Health Act 1956, it is a legal requirement for you to remain in the MIQ facility, 
and to report for and undergo testing as instructed. You will have been notified by a medical officer 
of health if this applies to you. 

The information below outlines your legal rights while you are in a MIQF
You have the right to consult and instruct a lawyer at your own expense without delay. You are entitled 
to talk to your lawyer in a confidential environment. 

You may contact a lawyer of your choosing by telephone and you are entitled to communicate with 
a lawyer of your choice. A telephone is available in your room that can be used to contact a lawyer. 

We’re here to help if you have issues or concerns
Managed Isolation and Quarantine (MIQ) takes all complaints seriously. We believe that everyone has 
the right to make a complaint and for everyone concerned to be treated courteously and with respect, 
and given a full and fair hearing. 

We are commi�ed to 
the fair, simple, speedy 
and efficient resolution 
of complaints. 

We recognise that any 
investigations must 
be confidential and 
undertaken in good faith.

We will use outcomes 
arising from complaints 
as an opportunity for 
learning and improving 
our processes.

How to provide feedback
If you are currently in a MIQ facility and your expectations are not being met, you should first raise 
your concern with the Facility Manager or Wellbeing Coordinator.

There are a number of specialists onsite who are able to deal with a variety of issues including security, 
safety, health and wellbeing, and welfare support. You should contact the onsite teams first to help 
with your concerns. 

If your concern isn’t resolved, you can raise your issue by using the Complaints Form on the MIQ 
website. Which can be found here: www.miq.govt.nz/contact

Complaints procedure
You can make a complaint by:

 › Speaking to the Site Manager or Wellbeing Coordinator within the managed isolation and 
quarantine facility.

 › Completing the complaints form on the MIQ website - www.miq.govt.nz/contact
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Appendix 4: How to wear and remove 
a face mask safely
Wear face masks that have been supplied to you at all times when outside your room and 
when answering your door. You must only wear these face masks once – you need to wear 
a new face mask each time you leave your room. If you run out of single-use face masks, 
contact the MIQF staff and they will provide you with more. Do not share your face mask. 
The use of reusable masks and other face coverings are appropriate for when you are in an 
isolation or quarantine facility. 

WHEN WEARING A FACE MASK YOU SHOULD AVOID:

1. Clean your hands.
Before you put on your face mask, 
wash and dry your hands or use 
hand sanitiser.

5. Clean your hands.
Wash and dry your hands 
or use hand sanitiser.

3. Put on your face mask.
Place the face mask over your 
nose, mouth and chin, and place 
the loops over your ears to hold 
the mask in place. Mould the face 
mask over the bridge of your  
nose securely.

Touching the front of your mask. Touching your face. Moving your face mask.

2. Check your face mask.
Make sure it is clean, dry and  
not damaged.

4.  Replace the face mask every four hours or 
earlier if it becomes damp, damaged or dirty.

Dispose of face masks in a rubbish bin. 

PUTTING ON A FACE MASK:
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1. Clean your hands.
Before you take off your face 
mask, wash and dry your hands 
or use hand sanitiser.

2. Remove your face mask.
Take your face mask off by 
removing from the earloops and 
lift the mask away from your face. 

4. Clean your hands.
After you take off your face mask, wash  
and dry your hands or use hand sanitiser.

3.  Dispose of face masks  
in a rubbish bin.

Do not re-use or try to disinfect 
single-use face masks.

HOW TO REMOVE A FACE MASK:

This is specific guidance for face mask use in Managed Isolation and Quarantine Facilities (MIQF). 
You must only wear single-use face masks that are provided by the MIQF. You must only wear 
these face masks once – you need to wear a new face mask each time you leave your room. If you 
run out of single-use face masks, contact the MIQF staff and they will provide you with more.



Thank you for doing your part 
to keep our community and 
New Zealand safe. 
Below are some simple rules we ask you to follow while you are in managed isolation. 
These rules keep you and others safe and help stop the spread of COVID-19. If you 
don't follow the rules, there may be consequences such as additional time in isolation.

Stay in your room 
You must stay in your room unless you have a medical appointment,  
are on your specified fresh air or smoking time or there is an emergency,  
such as a fire or an earthquake.

If you are required to undergo a test within 24 hours of your arrival,  
you will not be allowed out of your room until the test results are known.

Wear a face mask before you open your room door
Wear face masks that have been supplied to you at all times when you open 
your door or when outside your room, or if someone needs to enter your room 
for maintenance or cleaning.

This includes when you collect your meals or laundry, place rubbish or linen  
outside your door, when you leave your room to access the fresh air or smoking 
areas, for any medical appointment including COVID-19 testing and if you are 
instructed to leave your room in an emergency such as a fire or an earthquake.

Stay 2 metres apart 
Always maintain 2 metres distance from others except those who are in your 
bubble (your family/partner).

Do not enter anyone’s room
You cannot have any visitors in your room at any time. Do not enter the room 
of anyone who is not in your bubble.

If you feel unwell
If you feel unwell, please stay in your room and phone the on-site health team.

They will advise what to do next.

Help is always available
If you need assistance for anything, please contact the reception using the phone in your 
room. Someone is available 24 hours a day. 

Your on-site health and wellbeing teams are also available 24 hours a day, 7 days a week 
to support you. Please reach out to them via the phone in your room if you begin to worry 
about you or your whānau’s physical or mental wellbeing or have any specific health needs. 

You can also access a mental health clinician at your facility with the support of your on-site 
nursing team if needed.  

DO NOT LEAVE YOUR ROOM TO VISIT THE RECEPTION DESK.
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