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Téna koe Jem Traylen

On 31 October 2019, you emailed the Ministry of Social Development (the Ministry)
with the following request, under the Official Information Act 1982:

o Your Minister has asked that your staff ensure that people receive their full
benefit entitlements. Please provide a copy of any significant internal papers
or Ministerial advice on the implementation of this request.

On 21 February 2020, the Ministry provided you with a copy of ‘Strengthening our
Service Culture (October Update)’ which is one of seven documents in scope of your
request.

I apologise for the delay in responding to the remainder of your request. Please find
attached the following six documents:

No. Date Title
30 Memo: Driving Greater Uptake of Assistance -
1 | January January update
2019 Appendix A Online Eligibility Guide
55 March Memo: Driving Greater Uptake of Assistance- March
2 12019 update o
Appendix A Online Eligibility Guide
Memo: Driving Greater Uptake of Assistance- May
29 May
3 | 2019 wpaate o
Appendix A Online Eligibility Guide
28 August Memo: Driving Greater Uptake of Assistance- August
4 12019 update o
Appendix A Online Eligibility Guide ]
17 May Memo: Out/iqe of information on take-up and
5 5019 Accommodation Supplement and Temporary
Additional Support
6 23 May Report: Addressing and measuring take-up and the
2019 delivery of full and correct entitlements
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To provide further clarity, the following information summarises the content of each
of these documents.

The primary purpose of the quarterly memos (Documents One-Four) titled:
‘Driving Great Uptake of Assistance’ is to provide the Ministry’s Organisational
Performance Governance Committee (OPGC) with an overview of the initiatives that
are planned or being implemented that focus on driving greater uptake of the
assistance provided by the Ministry. The establishment of OPGC was to ensure that
all decision-making processes within the Ministry are provided with the necessary
consideration, assurance and appropriate processes to deliver the Ministry’s strategic
priorities and objectives, including increasing the uptake of assistance and
entitlement benefits.

Document Five, ‘Memo: Outline of information on take-up and Accommodation
Supplement and Temporary Additional Support’ was produced in order to seek
feedback on the current action plan for take-up and FACE plans for the resulting
paper. It also recognises the gaps within the projects that require further work.

After receiving feedback from the Minister for Social Development, Hon Carmel
Sepuloni, on 23 May 2019, the Ministry produced Document Six, ‘Report:
Addressing and measuring take-up and the delivery of full and correct entitlements.”

The names and contact details of some individuals are withheld under section 9(2)(a)
of the Act in order to protect the privacy of natural persons. The need to protect the
privacy of these individuals outweighs any public interest in this information.

You will note that some information is withheld under section 9(2)(f)(iv) of the
Official Information Act as it is under active consideration. The release of this
information is likely to prejudice the ability of government to consider advice and the
wider public interest of effective government would not be served.

You will also note that some information is withheld under section 9(2)(g)(i) of the
Act to protect the effective conduct of public affairs through the free and frank
expression of opinions. I believe the greater public interest is in the ability of
individuals to express opinions in the course of their duty.

For your interest, additional background information is provided below.

In May 2018, an 11-member Welfare Expert Advisory Group (WEAG) was established
by the Ministry to provide advice to the Government on options that could best give
effect to its vision for the future direction of the social welfare system and drive its
current welfare overhaul scheme. Since its foundation, amongst other things, the
WEAG has supported two important projects; take-up, and full and correct
entitlement (FACE). Take-up refers to the proportion of an eligible population that
accesses and receives the financial assistance they are eligible for.

Take-up of income support alleviates poverty and hardship and supports employment
and broader wellbeing, so even though take-up numbers may be low, they are
important and wider accessibility is part of the Ministry’s overall welfare overhaul
programme. You may note that take-up numbers in New Zealand are relatively low,
however, international research shows that take-up rates of income support are
often significantly less than 100 percent, including in the United States, the United
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Kingdom, and Canada. More information is detailed in the WEAG's report ‘The take
up of income support: Analysis and Options’ which can be accessed at the following
link: www.weaq.govt.nz/assets/documents/WEAG-report/background-
documents/38f35441ff/Take-up-of-Income-Support-010419.pdf

FACE is a subset of take-up. While take-up looks at whether all eligible people across
the New Zealand population are receiving payments, FACE considers this from a
client perspective and ensures that Ministry clients are receiving the full set of
payments that they are entitled to, at the correct rate.

As part of the Wellbeing Budget 2019, on 1 April 2020, the Ministry repealed Section
192 (formerly Section 70A) of the Social Security Act 2018. Section 192 required the
Ministry to reduce the payment of a main benefit in respect of a dependent child
where a beneficiary fails to fulfil obligations relating to child support; such as naming
the other parent when applying for child support. Section 193 provides a number of
exemptions to these reductions where there is a good reason not to identify the
other parent, such as where this would result in a risk of violence.

From 1 April 2020, the sanction which reduced a client’s benefit if they do not name
the other parent of their child when they apply for child support will be removed.
This will reduce the additional financial pressure on these parents as a result of the
reduction. More information on this topic is available here:
www.msd.govt.nz/documents/about-msd-and-our-
work/newsroom/factsheets/budget/factsheet-removing-deductions-sole-parents-
2019.pdf

The Ministry is also working to bolster both awareness and accessibility for the
Accommodation Supplement and Temporary Additional Support. The
Accommodation Supplement is an income and asset-tested payment to support
people with housing costs, and Temporary Additional Support is a weekly payment
that helps to meet people’s essential living costs. The previously provided
‘Strengthening our Service Culture (October Update)’ outlines the specific goals
identified by providing more safe and friendly spaces for clients to come and discuss
more available benefits.

You might also be interested in the Cabinet Paper, 'Welfare Overhaul Update on
Progress and Long-Term Plan’ which further explains the Ministry’s work to ensure
access to FACE as part of the ongoing welfare overhaul. This is publicly available
here: www.msd.govt.nz/documents/about-msd-and-our-work/publications-
resources/information-releases/weifare-overhaul-update/cabinet-paper-welfare-
overhaul-update-on-progress-and-long-term-plan.pdf

The principles and purposes of the Official Information Act 1982 under which you
made your request are:

e to create greater openness and transparency about the plans, work and
activities of the Government,

e to increase the ability of the public to participate in the making and
administration of our laws and policies and

o to lead to greater accountability in the conduct of public affairs.

This Ministry fully supports those principles and purposes. The Ministry therefore
intends to make the information contained in this letter and any attached documents
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available to the wider public. The Ministry will do this by publishing this letter and
attachments on the Ministry of Social Development’s website. Your personal details
will be deleted and the Ministry will not publish any information that would identify
you as the person who requested the information.

If you wish to discuss this response with us, please feel free to contact
OIA Reguests@msd.govt.nz.

If you are not satisfied with this response regarding the Ministry’s actions to ensure
people receive their full benefit entitlements, you have the right to seek an
investigation and review by the Ombudsman. Information about how to make a
complaint.is available at www.ombudsman.parliament.nz or 0800 802 602.

xecutive Service Delivery
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Driving Greater Uptakem%l@\,*s»\

Purpose \\\
1 This memo prowd,elr> anlsatlonal 2
with an overvi iiatives that s 2
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We help New Zealanders to be safe, strong and independent
Manaaki tangata, manaaki whanau



Background

3 Across the Ministry, there are a number of initiatives or programmes either underway,
or in the planning phase that are working to drive a greater uptake of assistance.

4 These initiatives include:
e The Online Eligibility Guide
e Proactive Calls to Action (text messaging)
e Proactive Client Entitlement (Analytics to the Frontline)
¢ Enhancing Disability Allowance settings
¢ A Temporary Additional Support campaign NN
¢ Changes to hardship assistance processes to improve access for clients
¢ A Full and Correct Entitlement taskforce -
» A measure of clients receiving full and correct entiti e,nt
» Leveraging off providers and other stakeholders . :

Online Eligibility Guide @\ AN )

Service Delivery \\/ ‘/\ \\\)\_/

Strategy and Change i\v Complete
“\ & , /\2
5 The ‘Check what you n)Lgh\t ge‘t \gur’dé was IQd ‘ | 01&\2/ 6 June 2018 and provides a
quick, simple to use\/ TRe. pla\f‘cr/m for cheh& gﬁé out potential eligibility and
entitlement, > \ ) ) J, O\
R > \ / —1 —

6 Asat2l) r\?.&;,g [ L%
e over?2 % have wsﬁe\d ﬂ:lé gwde and spend an average of 4:58 using it
af 80% of peopie coniplete all questions and are provided with information

.~ ab assist@ﬂcé'{ﬁat~.may be available to them.
< < N ~ N\ e N\ /
\\ 7 APp’;n’dlx A prowde9 h\dfe deta|l about usage of the guide.
AN
<\<// \& /S/ince t e guide was faunched, supplementary forms of assistance have been presented

ften as the type of assistance that they may be available to them, and

\/’O) \\’; pI
N\ (\\j)\f’ Q\ve receiyed the highest click through rates for further information about how to
PP

AN /\9\ ecent enhancements to the guide include adding Te Reo headings, providing an email

(’;i'/; \ eature for people to get their results for future reference, and improving the way we
— \f\\ (\ \ ask questions and present information.
N AN
{ \\\ N
\,‘\\ j) 10 Promotion of the guide will continue this year. Planned activities include messaging to
N, TS

~—~ former clients, adding links to the guide to campaign emails, and promotion through
stakeholder activities. The use of Google SearchWords will also continue, and will be
adjusted regularly to align with different events and activities.



Proactive Calls to Action

Service Delivery

Strategy and Change In Progress

11 Through the Proactive Calls to Action pilots we will send personalised and proactive
messages to clients via text, email and MyMSD banners.

12 The first pilot started on 10 December, where proactive text messages aré ’be}ng sent
to a selection of 500 clients each week reminding them to renew thelr medlcal
certificate. ~

13 The criteria that have been defined to measure the success of this particular pilof‘,are‘:

e an increase of 10% in medical certificates being, submitted and renewed priof to~.
their expiry by clients participating in the pilot,, _(WEI“ those jn our nonﬁ:ﬂot Qroup

e less than 20% of clients participating the pﬂet ;;hoc;sa to opt- gutef réz:e.wmg any

future proactive text messages ( NN
e 80% of clients surveyed are posmue afbout the proactlva ﬁreSSa& }hey receive
and advise that they were useful to t}}em ) A (\ "\
\\ * '- ‘< ‘\ \\‘ \‘)

N \x\

14 The wording of the message that t:lle?\ts\ reCelve |5, \\>\ N2

“Work and Income NOREPLY: Heaa‘éxu,é Your medfcal gért\eﬁ(p/res in 3 wks. You need to
renew it to keep geta\ﬂ?g paymeﬂfs Ca J us M?Fn S}ib fv/ r help or to stop texts.”

15 To date, a @E’e}y\‘fr 400 C|IFI?tS‘{!a\)e recé’ved a reminder. Preliminary analysis
shows: | C
o 35% of Ct'ents'who rere‘lved GE teXI'”n'%ESsage renewed their medical certificate prior
A to\ th\;mr eicpfry (comQarecj ‘td 25% generally)
(& - fess tﬁan 1% of Eilen;s Who have received a text message have chosen to opt-out
® «;_j 9&% ‘of clients su(vey\ed about their experience found the reminder useful.

16 The plIo on qu 31 January 2019, At this time, further analysis will be completed
oA /)?1 pilot performed against the success factors that have been

iew to expanding this service to all clients. Detailed outcomes of this

\ L . ‘ :
EN ( mﬁiatwe d an implementation plan for wider delivery will be provided in the next
> diét#
NNONN N ]
< A\ N\—
S\ WV “17\Z\dd|tlonal pilots are planned for the first quarter of 2019, and include:
) < (/ N e work obligation failure notifications
.-"(,\\ \ A% e appointment reminders.
\ N\
)Y
\\»/ 18 These pilots will continue to test the approach, timeliness of the messaging and how

receptive clients are to these initiatives.
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\ NN
Enhancing Dnsabnhtleoﬁén} settlngs \ o~
Service Delivery <©a N\ = Planning &
Client EXperm':’ffi‘i(’fZ esign /\\ \ ~> v o Discovery

22 A two- stagtework ﬁydgramme, t‘o de \};e\i'ﬁg options to enhance settings for the
Dlsab’ﬂty Anbwahte is currentTy Unde‘vflav The two streams are:
Wpﬂ;\ streafn one. - re*ducmg verification requirements and updating Disability
Allészwance formg (mid- 2191“9);
yyom stream two N optrons analysis for the potential delivery of electronic

AN\ iodg - 9(2)(0(!0{
7N\ ’
/"\\\ \ A ". O \ N
\O 2\ 23/Th\9\work ﬁmgp'amme is currently in the discovery phase with implementation of work
N\, ; Sid” ( méan\ m\e likely to occur from July 2019.
, /\ v
e . /}, ‘ \ O )
X G \Tgmpﬁrary Additional Support campaign
< ¢ \\ {!
N\ \),\ Service Delivery
/ ( \ .\ \ Strategy and Change Corpless
\ Y \
\-)’ 24 A pilot to proactively contact clients who might be eligible for but not receiving

Temporary Additional Support ran from 5 November 2018 to 21 December 2018.

25 As well as identifying potentially eligible clients, the intention of the pilot was to also
understand which communication channel most effectively engaged clients about the
assistance available to them.

26 A campaign group of approximately 3,000 clients who were potentially eligible for
payments of more than $72.50 per week were identified, and were contacted either by
email, letter or phone.



27 Interim findings from the pilot include:

o there was a 10 percentage point increase in grants of Temporary Additional Support
among those contacted as part of the campaign (grants of Temporary Additional
Support increased from 6% to 16%)

e contact by a phone call had the largest impact, followed by the letter and the email

e clients granted Temporary Additional Support after being contacted received

payments averaging $80 per week.
| ing this
Q@e/gation
cision as|

clients
on+to

28 Based on the initial findings, consideration is now being given to i
approach as a business as usual activity. Options in relation t
approach will be developed in February, with final recommendatlon
to whether to proceed in March.

29 Other examples of where this type of model could e@e
who exit the benefit system to work, and are elj Ie r

on-going supplementary assistance i.e. Accomé@ ‘ —

Improving access to hardshi &

Service Delivery O\ N\
Business Process Management \ % /)

N
%t of initiatiy
les\foy managi
O\ |

cihde.
gkssist approach within the contact centres, where
entatives are able to administer a wider range of hardship

30 Work is underwa
Currently, diff
channels

w of hardship assistance processes has been completed and the
es will be implemented from the end of March 2019:

) re g the rules from MyMSD and changing contact centre processes to allow
\(f‘\ clients to apply through any channel they choose, as long as they have special need
/\\ ant and/or advance entitlement
: SN\ 9ROV

o removing the intensive interview that clients are required to participate in if they
receive six or more hardship grants

¢ removing the requirements for managers to approve hardship assistance when a
client’s hardship count is six or more.

33 These changes are likely to see an increase the number of hardship assistance
applications being able to be completed online or over the phone, removing the need
for clients to book appointments of wait in a service centre to be seen.



Full and Correct Entitlement taskforce

Service Delivery - Planning &
Discovery
34 Following a report sent to Minister Sepuloni on 26 October 2018 regarding the approach

35

36

37

s >a % [
< @ -ezg\a;e with ot
N\ < _eufrEnt practices

for proactively engaging with Sole Parent Support clients who have a reduction to their
benefit under section 70A of the Social Security Act 1964 (now replaced with section
192, Social Security Act 2018), it was identified this group may not be réceiying full
and correct entitlement. SN € -

As a result on 7 November 2018, a request was made to broaden bur focus to estahblish'
full and correct entitlement with clients within this cohort. ‘This rieans that an

engagement approach will be taken to ensure red dﬁmave béen explained gm';g,--
@assista nee& )
to dete t\K/D

applied correctly, along with reviewing entitlem<
tions in

ff. A working

On 26 November 2018 a design workshop-wa
relation to the approach and commu 'ct
. hie

e

Delivery.

The working group has identi a iples

e the practice mus ign i\ different cohort groups to be
managed

e guidelines S be dey case managers discuss the client’s
circum i ay be e client to talk about, for example family
violen @

ices> are_iricluded in the guidelines developed for this
and inconsistency
eas’ subject matter experts to provide advice on their

. e@-e apy clirrent

\_design

e rking group is currently working through data and analysis to determine how
s within this cohort will be prioritised and engaged with. It is intended that
plementation activity will occur from late April 2019.



Leveraging off providers and other stakeholders

Service Delivery

Partnerships and Programmes Complete

41 On 2 December, the latest version of the Kotahitanga newsletter was published to a
wide range of providers and stakeholders. This included a section on *Helping people to
understand what they can get’ which promoted the use of the ‘Check what you might
get’ guide.
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* Appendix A

Online Eligibility Guide

26 June 2018 - 21 January 2019

Visitor Numbers and Trends

Cverview Ve
~
3w 9E DT Ty ~ &
!
500 N
1 { \ /

2
- P NN
Users N0

229,267 @ @){y&\@\\

Avg. Session Duration

OQ:Q4558 _ &Q @\/

0 - O

Mohile Desktop Tablet
57.2% 36.5% 6.3%
1133% 198% 135%

Jun 26,2018 - Jan 21,2019 v  'MOBILE OVERY | | 4,584



Visitors by Time of Day

Users by time of day
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Purpose B \\_) ) A\ x..\’ '
P 7 \

1  This memo prowdes tl\e GrQanlsatlonal Perf“or hnce Governance Committee (OPGC)
with an overview, ef):he mlt}atlves that arefplar:;geo or being implemented which focus
on driving /gre@ke?‘ uﬁtakexf the a,ssrsﬁa‘n@e ‘prowded by the Ministry.

{ = --—x, \K s ’, \ \, ,!‘ ]

Rec m ns '
Q !"@/\ - OO
2 <[t is TeCdmmendatmn that the Cbmm|ttee

&‘ ,-' \\/ ‘u \\.

a(_ Note thal* there aréxa’v number of initiatives across the Ministry that are working to

dnvg a greater ﬂptake of financial assistance.

N&e\th*at tﬁe next update will be provided to assist the Committee to monitor the

~ i sugcess

r 7N i\‘ \\\\\,:_/. )

and outcomes of these initiatives on 5 June 2019.

We help New Zealanders to be safe, strong and independent
Manaaki tangata, manaaki whanau



Background

3 Across the Ministry, there are a number of initiatives or programmes either underway,
or in the planning phase that are working to drive a greater uptake of assistance.

4 These initiatives include:
e The Online Eligibility Guide
¢ Proactive Calls to Action (text messaging)
¢ Proactive Client Entitlement (Analytics to the Frontline)
¢ Enhancing Disability Allowance settings
¢ A Temporary Additional Support campaign
e Changes to hardship assistance processes to improve access for cllents
¢ A Full and Correct Entitlement initiative
¢ A measure of clients receiving full and correct entitiement

Online Eligibility Guide ANCAY (NN

Service Delivery

Strategy and Change AR\ _f,“_e/mplete

5 Asat25March2019: O\ W\ ¢
e over 308,000 (caﬁ@ to 229/000 as at EI\ Jﬁm@ary 2019) people have visited
)

the guide and/épen

erage of4 59 usimg |t ‘on average this equates to 45,000

\/
ople cpmplete all q:cLestlons and are provided with information

ce that may be a\réﬂable to them.

as been fouhd that approxmately

65_p of people L;QP a rnebj‘e phone to access the guide, and 30% use a desktop
RGN “device \
/ 30% of the people th‘at used the guide in February had used it previously.

7 Appendgbl@v‘ides more detail about usage of the guide.

/ ,‘J*'

( fee c%”ﬁrom both Better Every Day and Advocates highlighted that some people
& \ \Q hat they are completing the actual benefit application form when using the guide.
The intention of the guide is to provide an overview of assistance and services available
“‘6ased on collecting a basic set of information from clients regarding their
circumstances. As a result, changes to the landing page providing clearer messaging
that the guide is not an application will be implemented by the end of April.

e 9 Work is also underway to understand how information collected in the guide could be
passed through to our online forms for those wanting to make an application for
assistance.

10 A range of promotional activity is in progress to drive use of the guide. This includes:
e the use of Google Adwords which are updated on a regular basis to reflect the time
of year and factors that may impact on clients i.e. school uniform and start-up costs,
seasonal work
e messaging via digital signage in service centres



e messaging in MyMSD email notifications
e messaging in external newsletters including Super Seniors, Kotahitanga and the
Building Financial Capability network.

11 Planning is also underway to see how a campaign approach can be used to contact
clients who have recently left the benefit system, encouraging use of the guide so they
are aware of what on-going assistance they may be eligible for. Additionally, flyers and
promotional material are currently being developed for use in partner and non-
government organisations.

Proactive Calls to Action

Service Delivery Poa “ In Progtess
Strategy and Change \ A _ ?, ¢

12 Through Proactive Calls to Action we are sendmg praac,twe text messages to. clients.
‘. '\ } |
13 The first pilot was undertaken between 10 Qecerhiber 2018 and 31 ianuary 2019 where
text messages were sent to a seiectlon of 500 cllenta eath wveek remlndmg them to
renew their medical certlﬂcate NN, T s N N
14 The wording of the message that cﬂeﬁts recewe‘d w%s‘ \ <~

“Work and Income NOREPLY Heads up. qur m&d)cé]rert expires in 3 wks. You need to
renew it tq Keeg_.getﬂnfg' payme(;zsz Call us@p <Sat for help or to stop texts.”
'/ > 3 ) . / {,/ X v(.\_\‘

2 . \ [ ( O\
15 Findipgs from pttot mclude AN e
o. @ 9\89% ase |n rne(jiqal certiﬁcates that were renewed and submitted prior to
P tl'lélliL GXD“'Y %
R th;ée clients chose ta QDL*GUt of the notification service
B o "~9? 5% of.clients that Were surveyed about receiving a message were positive about

P /:",_\\\,f\ > “Vthe servme and adeed that the message was useful to them.
\\ i“.»' P \\ ~ 3 \ ’
mx,-—\\ "..\ / l/ \:E N -
\/O ) ~"16 Th p}\&h ?gmmplementlng medical certificate reminders on an on-going, business
AN o /as sis is now being finalised. When these reminders are fully rolled-out,
\\} N\ (\‘ \a\ppr 'ter 475 text messages will be sent each day.
N \‘““\ =g /
A S
,/>\\<\, g Feedback from clients who received a message during the pilot indicated that providing
{,\:”’/.\ \\(\,\ the medical certificate expiry date in the message would be helpful, and this change
— ¢ will be made as part of implementation.
,7\4\\_’.\'\\;:)
\VH 18 The next pilot will test appointment reminders. Approximately 20% of booked

appointments are not attended and will often mean that a client needs to book another
appointment or be seen as a ‘walk-in’, as well as impacting on service availability to
other clients. Non-attendance for particular types of appointments can also result in an
obligations failure being initiated and associated sanctions. It is intended that the pilot
will begin in four service centres by the end of April and will look to measure the
whether the proportion of appointments attended increases as a result of clients
receiving the reminder.



19 An additional pilot is planned for May for clients who exit into employment. There is not
currently a good level of awareness among clients about the services and assistance
available after they enter into work. Proactive messaging will be used to encourage the
use of post-placement support and other financial assistance that is available, with the
intention of supporting sustainable employment outcomes.

Proactive Client Entitlement initiative

Insights m Plhn\mr(g &’/
QN BjSCO\kePf

20 The Proactive Client Entitlement initiative is the second Analvtlcs to the Frontllne use.
case. /

21 Through this initiative, a Queue Manager prompt and a
being developed to enable case managers fo- 1danf1fy cl{
supplementary assistance, but not recelw”ngl\ N

\ \ v i

22 The proof of concept phase will cmnmeaCe qn 29 April
Nelson and Whangarei serVIc;e (‘.‘e?\tres, and focus o\m\dhvm
Additional Support (TAS). \\ \)\) / ~ U \1\)/~ >

NN S
(et

\@mﬁf t'Z

May 2019 in the
ptake of Temporary

w

—
hase the foﬂ mg Qrea$ Wlll be measured and analysed:
fl;era case manager is prompted in Queue

24 Fmdmgs froi’rq \the Qroof of concept phase will inform further development of the

S, ' |n|t|at|v% \\
)
< L ",_\ \ \ v
iﬁ " /
\\‘\ ﬁ mj Disability Allowance settings
\.’/ .
o " N S
AN ice Delivery - Planning &
:\/\ < Cliént Experience and Service Design Discovery
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(/\\\\\ 25 A two stage programme for delivering options to enhance settings for Disability
\ % Allowance is underway.

26 The current focus is on engaging with clients and staff in three regions (Central,

Taranaki and Waikato) to co-design solutions, on how we might:
o (2)(Biv)

e change our Disability Allowance forms and other information to make them easier
to understand and support an increased uptake.



27 Engagement is continuing with a range of key internal and external stakeholders
including Beneficiary Advocates and our Principal Health and Disability Advisors on how
to best work with health practitioners and non-government organisations.

28 Engagement with internal and external stakeholders is also planned to assess the
possible impact of reduced verification.

29 This work will inform the development of and recommendations for a revised service
approach for Disability Allowance that is easier for clients and supports
uptake. It is intended that the revised approach will be presepted ‘to

Delivery Design Committee by the end of May.

Temporary Additional Support campaign < < ) _'
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30 In November and December, a ca
people who were estimated to h
per week and were likely eligible
e increased take-up of pay ts

what would have pc’“rr\gd a
¢ indicated that w ila \,ncreased TAS mt,:orr\é, there was also a small increase in

v«ea ddertaken whera Weeeﬁtacted 2,915
t/deﬁcueﬂcy in mcome of more than $80

ound 1& parcehtage ‘points, over and above

income fro behefit payny,nl;s as aﬁesu}t of the pilot
e made po_dif r@b rates \7 rable SNG assistance, other supplementary
pa_ymén“ts_',’di"\b t caneeué s 0 ér the subsequent seven week period.

rd

31 Work l\s\ w {znderway o ﬂnplem\ent proactive contact for clients who are likely eligible
for T’AS ON an on- gomg %s&s and is expected to go live in June.

/ 3 32 Key compor’rehts of the approach include:

’/ ﬁi 3,0 \c\lents will. be contacted each month and these contacts will be staggered
\/, over\ %?e;g:se of each month

:»/ ﬂ,&l{ént‘s Wll\ﬁe contacted by email or letter, and in some instances both email and

4 \( ( letter\
AN\ \ ;zh)znts will be encouraged to make contact with the contact centre to complete an

< <;_,/:> \ES Tnitial screening in relation to their potential entitlement

/ \\\(\ ‘s an appointment will be made for the client to complete their application for TAS at
"’:/> \ their local service centre, where required.

33 The requirement to attend an appointment as part of this process is aligned to current
policy and general practice. Further work is in progress to determine whether new
applications for TAS can be completed by the contact centre.



Improving access to hardship assistance

Service Delivery

; Complete
Business Process Management P

34 A review of hardship assistance processes was recently completed and the following

changes were implemented from 18 March 2019:

e removing the rules from MyMSD and changing contact centre proces to allow
clients to apply through any channel they choose, as long as they ha e p t:z»al need
grant and/or advance entitlement

¢ removing the obligation for clients to complete budgeting actwlhﬁs befare they can/
get hardship assistance - \ !

¢ removing the intensive interview that clients are reqmred to parttcpate inif thev
receive six or more hardship grants

e removing the requirements for managers to af)pro\re hardshlp asses’eance when a
client’s hardship count is six or more. —

; ; ,/_/«\x
35 Early reporting indicates that since the changes were mt;rodllce\d )58 2% of all
applications for food assistance made via ‘MyMSD were. e’hgnbe‘m% completed,

compared to 34.7% for the month of February {an |ncreqse of 68%}

36 Further reporting will be made ‘avaﬁable in Aprll tq\sth( h’\wf uptake and access has
changed across all chapnels smc‘elB‘March O\ \ \

AN\
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Full and qureht\Enm;lémen wmé

sew'c? Dg]l?ﬁty . In Progress

3“7 Serwce Dellvery is prebarmg\to commence Full and Correct Entitlement reviews from
\ b Aprﬂ The reviews Mis Foﬁus on 11,700 clients who are receiving a current payment
AN\ an’d also have a sect|on 192 reduction.
3 N

N\

iy “38 The Inlt\ehe‘wjﬂ be launched in selected regions and after learning from the initial

engagém\em’ts and review outcomes, we will progressively include all regions.
| (

/\ \39 ThP.Eéreed process for completing the reviews include:

\ < e \f\) e a desktop review of client records to compare current entitlement with
\.\"{‘ information that is stored on the client record

) e extended attempts to contact all clients by phone to start the engagement and
NS review process
N o face-to-face engagement will be scheduled and staff will complete a full review
= of all current income support (i.e. main benefit, supplementary support, Family
Tax Credit) as well as reductions or deductions (i.e. section 192 reductions, debt
offsets or redirections of benefit).

40 A business process and guidelines have been developed for staff to follow and will be
reviewed soon after engagement has commenced to ensure that they are suitable for
national roll-out.



41 Learning from the initial engagement activity completed as part of the initiative will be
used to inform how we measure FACE.

Measuring Full and Correct Entitlement

Planning &

Insights
DlSCGV/Ery

42 A standardised and regularly reported measure of FACE will enablé. the anlstg'y to
monitor the progress of initiatives to increase supplementary asystdncé uptake

43 Work was previously underway to scope a proposed measure by 'the R‘ep’orting team n._ <
Insights. A key input into the development of the measure will be toundividually review.-
client records to better understand how FACE will hé méasured. Given the. actwlty
underway with the ‘Full and Correct Entltlemeht lmuath(e descrlbecL dbevé“ further
development of the measure will contmt:e onee m,mal engq{géﬁ ht agtnnty is
completed. A

/

44 Additional updates will be provéded a“s th'e Fuil and- CorreCt EhtPtIement initiative
continues. \ ;

N VL
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1. This memo prdw hh\\Oj'Qamsatim"tal\ P\éFFermance Governance Committee (OPGC)

with an owerwéw o\?mtlatlves that' ar\e ptanned or being implemented which focus
on drlylng gfgater, tptake of asmstaﬁce bﬁowded by the Ministry.

2.,-T]:|e mem<> an recommands the OPGC consider a change in this memo’s reporting
"“fr6quer\10y y v
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AN N\
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\\;\ cm)v greater uptake of assistance
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Background

4, Across the Ministry, there are several initiatives or programmes either underway, or in
the planning phase that are working to drive a greater uptake of assistance.

5. These initiatives include:

The Online Eligibility Guide

Proactive Calls to Action (text messaging)

Proactive Client Entitlement (Analytics to the Frontline)

Enhancing Disability Allowance settings

A Temporary Additional Support campaign N
Changes to hardship assistance processes to improve access fg\clfents
A Full and Correct Entitlement initiative G

A measure of clients receiving full and correct entitlement

Operational Excellence -

Driving support for former clients.

Online Eligibility Guide <l L)W

o } EI 725 f':v "'.\ A
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6. As at 21 May 2019: N
e over 384,000 §&0m‘paréd to 308 ,000- as t 25 March 2019) people have visited the

guide and spend g a\(eralge of 4m: 5 smg\t/

e more tham 7‘5% of people comp| ail ques’aons and are provided with information
about tﬁe asslgt\a/nzthat ﬁ‘iayl g ijable to them.
7. 'Append}x Aprowdes more detall about usage of the guide.

. 8. A new ﬁeature is bemg $GOpEd as part of the MyMSD roadmap which will allow for

hY lnformatlon that is coquCtefd in the guide to be passed through to our online forms for

\ _'those wanting, tq make an application for assistance. This is planned to be implemented
in the 20159}20"26 financial year should funding be allocated.

9./ Jun\e, a campa|gn will start where contact will be made with clients who have recently
N\ left ﬁh‘e ‘Benefit system, encouraging use of the guide so they are aware of what on-
;_gnmg aSS|stance they may be eligible for. Additionally, flyers and promotional material
“@re currently being developed for use in partner and non-government organisations.

Proactive Calls to Action

Service Delivery

In Progress
Strategy and Change

10. Through Proactive Calls to Action, proactive text messages to clients are being sent to
clients.

11. Following a successful pilot, medical certificate reminders were fully implemented on 6
May 2019. Since these reminders were launched 6,172 reminders have been sent and



202 clients have renewed their medical certificate prior to it expiring. Detailed reporting
relating to outcomes from this initiative will be available from June.

12.The next pilot underway tests appointment reminders. Approximately 20% of booked
appointments are not attended and will often mean that a client needs to book another
appointment or be seen as a ‘walk-in’. The pilot started on 6 May 2019 and will finish
on 14 June 2019.

13.During the pilot text messages are being sent to clients who have .an-appeintment
booked the next day, have a mobile phone, and have not previously opf@d%ﬁht of —
receiving proactive messages. The following service centres are participatirig in the! |
pilot: -
¢ Fielding Service Centre
¢ Manurewa Service Centre
e Napier Service Centre
e Wellington Service Centre.

14. The appointment types that clients wulk reteive a rermnder for mdude —
¢ New Business < \\;\ O\ A
e Maintenance = f\\- o \
¢ Emergency N )
e Work Focused Case Managééent (Proactwé af\d Reé\cﬁlve)

15. An example of tr‘é WOrdmg of the message thét c[rehts rece|ved is:

Work & Income N&REPZY‘ Hf Your ?! s dn 17/12/18 @ 12:20. Please bring your ID,
payment'rsard quotes ,afmd e érﬂetalls you need. See you then.

16. ?he succ\ess crltena deﬂn‘ed ’for t:he pilot includes a reduction in the no show rate by
\ 5% Priof to pilot commencmgmhe average no show rate for the service centres included
in, the pilot was 19. 6% Sfﬁce the pilot was launched, the average no show rate for

: these serwce centre.s has reduced to 15.7%.

\ ™~

17 Det%(\led repcm;mg w1|| be made available at the conclusion of the pilot and provided in
the next update

In Progress

18.The Proactive Client Entitlement initiative is the second Analytics to the Frontline use
case.

19. Through this initiative, a Queue Manager prompt and a simple user interface in CMS is
being developed to enable case managers to identify clients during appointments who
are likely entitled to Temporary Additional Support (TAS), but not receiving it.
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20. The proof of concept phase was conducted from 29 April 2019 to 13 May 2019 in the
Nelson and Northland regions. This aimed to understand more about how to support
case managers to proactively offer TAS to clients. After the prompt was presented to
case managers, the following outcomes were captured:

e 31 applications for TAS were made, resulting in 29 grants

e A reason was provided for eight clients who did not have an application processed
after the prompt was presented to a case manager

e 64 clients attended an appointment where an application for TAS was riot made,
and a reason for not processing an application was not supplied. by  the case
manager that met with the client. A

21. Analysis is now underway to better understand why case managers did not grant’FA‘S\
for clients who were likely entitled with a view to |mprov1ng how we |mprove the syst‘Wn
prompts, as well as resources to support case managers tio/ manage appllcahens w\w\iﬁ
they are engaging with clients. S

22.This analysis will be used to inform reco, datlons f()r further develppment of the
Proactive Client Entitlement initiative and lg@ned to be taken to theAnalytlcs to the
Frontline project board on 4 June 2019‘ OO\

Enhancing Dlsablllty Allowamze settmgs \

< (: ) k\‘ T X
Service Dellvery /\ NEN \/\ & \\ \\ - Planning and
v N \ \/ \ N -
Client Exper/?:%hhd engice Des:gq /\ \\\ \. Discovery
23.A programme fon delcvermg 0pt4on§ !ee enhance settings for Disability Allowance is
under ThJs mcluded both reducing verification and increasing uptake and
aWare T

\

24, Si'hcéffhe last update,'xﬁqz-'d’\h_sign work with clients and staff has identified that part of
K ; the’ original to simply reduce verification requirements will not deliver the improved

ihitially expected. This is because clients still need to specify their
ignificant point of pain that will not change with reduced verification.

costs, w

\y \

25 ‘As rnany ‘lients do not know their costs, they cannot specify their costs without

,,/,// 2% \gathenng verification from a range of sources. This means that removing the

7\

> "\ _requirement to verify costs has little or no positive change for clients.
N\ \

\>26. Changes to primary legislation to deliver a significant difference for both clients and
staff could be included in any work programme developed as a result of the Welfare
Expert Advisory Group report recommendations relating to Disability Allowance. The
Welfare Overhaul group are currently scoping this work programme.

27.The co-design work also told us that awareness of Disability Allowance does not always
equate to understanding. Clients told us what they want to know and how they want
us to communicate this information (e.g. format, language and channel).

28.Based on this information, an improved suite of Disability Allowance-related
communications is being developed to support increased uptake and a better client
experience. This includes changing the language used, providing more information



about allowable costs and what clients need to do to apply, and ensuring application
forms include the required questions to reduce requests for additional information.

29. Options are also being investigated to determine how a wider range of communication
channels could be used, including Maori and Pacific stakeholders, and what can be done
to increase health practitioners’ understanding about Disability Allowance.

Temporary Additional Support campaign

N D

Service Delivery ASNGZNNGAL
AN CIn Progress

Strategy and Change AN AN A

30. Work is progressing to implement proactive contact for clients who' are likely eligible”
for TAS on an on-going basis and is expected to go live vn 18 June 2019

™\ \

31. Key components of the approach include: ( ( N\
¢ 3,000 clients will be contacted each mbnth and these cemtacts w/t ﬂe staggered
over the course of each month ,
e clients will be contacted by ematl w; tetter and in Seme }nstancés both email and
letter < y
e clients will be encouraged to {najke contact Wlth\the‘ qontact centre to complete an
initial screening i ;elahon totheir poten\lat*entll:\]emﬁent
e an appomtment thlbe ‘made for the/plfén\; te Eomplete their application for TAS at
their Iocal sgrvwe cemsrg, wherereqm?e/d >
32. Reportmg tcrtrack ou'ccomeq from f:he dahwpalgn activity is currently being developed
and wm be avmlable after rhe campcngn is launched.

s

) ‘_Inib'i*éiifhg access »“'t“o‘fjfi‘éi'rdship assistance

AN\ A Sérwce Ao
RN omplete
<\Oj’- Bt/;sh-fnsks‘\lJ SS Management

\ TS \

N\ ) 3

N 33 A re}v}ew of Transition to Work Grant processes was recently completed, and the

feunwmg changes were implemented from 27 May 2019:

 removing the requirement to complete a written application form in most cases

e removing the requirement for clients to provide evidence in most cases

¢ emphasising the importance of quality engagement and identifying other assistance
that is available when a client exits to employment.

34. Reporting will available from July to show how uptake and access changes as a result
of the improvements made to the application process.



Full and Correct Entitlement initiative

Service Delivery
In Progress
Business Process Management

35.0n 1 April 2019, a proactive campaign commenced with a group of sole parent clients
who have a section 192 deduction applied. The objective of the campaign is to attempt
to contact around 12,000 clients to complete a full review of their entitlement.

36.Engagement has started with client groups in a phased approach; startin @/Youth s
Parent Payment clients (around 1,300 clients). The phased a qreach lows>us to build' '
an understanding of people’s circumstances and issues refated: to%ll and correet
entitlement (FACE), before working with people with more\complex needs. '

4
C < )
\ \ \ ,/ ‘

37.The next group of clients that will be engaged wrth are thosé who have had a 5192
reduction in place for less than 400 day emaimng £lients have mOre complex
circumstances and, in many cases, will refuire's gmﬁtant hlstp:“cai reweWS beécause of
the date that their s192 reduction was: mposed NS

38. So far, FACE reviews have begn bJe.ted for 252 che Of ‘ch\ese
e 41 people (16%) had an | intheir pa entsv veraglng $33.74 per week
e 2 people (1%) had in the ygﬁnts\ \)
e 209 people (83‘¥ had 0y change in their pi&wehﬁs’

39. Additionally, 31 s“lgz reductions héyepaen hﬂfed
e 9 becquse’ef-an 1dent|ﬁed gmce’rqr
e 4.clients- are nbw meetirigthe obligation
o 18 chents prowded newmfofmatlon

. 40 A e is learned du n this campalgn business processes will be reviewed so that
\ t ams involved a er placed to complete the more complex review cases. A
' cémplex case is where there is insufficient information to explain or support the original

< E N
/,\\\> deasmd H:npose as192 reduction. The project team is currently designing a
/O )l _\\‘}\f.’:"'/ fraf‘newd( /m:btanagmg complex cases efficiently.
NG A\
N\ ¢ Qi &fherve arer ‘inconsistencies in the way that s192 is administered and there are areas of
(_,; > \ N\ practme that can be improved until it is repealed on 1 April 2020. Work is now underway
ANV \V :
\<”;/\\\\\ e improve information internally and externally (MAP guidelines, doogle, external
i\ W websites)
3 1\,‘ ¢ communicate the changes to frontline staff
N e introduce on-going monitoring for process assurance.



Measuring Full and Correct Entitlement

Insights a Planning and
; Discovery

42, Given the activity underway with the ‘Full and Correct Entitlement initiative’ described
above, further development of Full and Correct entitlement measures will conti
initial engagement activity is completed.

43, Additional updates will be provided as the Full and Correct En\it&e
continues. S

Driving support for former clients

Service Delivery SN a0l
NN '/,."\“ % & \Rr} Progress
Client Support - Debt Management NEEEN "-\ N NN ) )
NN LY NS/
44.Many clients who move off maigs\ we the ney- A new focus has
been developed for Debt Manageme when m ment arrangements

with clients. VY

a sustaina amount, rather than a higher
place th ar in the future or may stop them

46, In addition,whe 's oSable income and are not already receiving

extra hel eferthem, in the first instance, to the Work and

ts ha
IQ' ebt Manage Wil
Inco iy\/ei%&e“ 0 acces g nline Eligibility Guide and information about financial
I(p%)\gl sefvices % o be referred directly to our contact centres to test

45.The objective is to_ &g
repayment amo Kt
from participa j

i

ibility for extra\assistance.

encouraged to access other support services, including:
r Working for Families/Family Tax Credits

) anagement has an on-going relationship with a large number of non-current
ients and is well placed to drive the uptake of available financial assistance for this
roup. Staff from the unit have also recently received training in Financial Capability
which has broadened their knowledge on how to improve discussions with clients.

Frequency of reporting

49, Currently, this report is provided every two months for OPGC. With this process firmly
embedded into our reporting cycle it has become evident that even with good progress
on current and new initiatives being made each reporting period, there is not a
significant enough stepped change. It is recommended that the report moves to
quarterly, with the next report to be provided for the 4 September 2019 OPGC meeting.
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Visitors by Time of Day

Users by time of day

T T e e e
T ) () ) I e
T .
[ I D N N A

B Referral
\ Direct
‘ @ Organic Search
Social

B Email
W (Other)

S N\ ‘\
\ -,'. o
1
\ \|
LS

at sites refer or link visitors to the Guide?

1

L

w

10.

workandincome govt nz
m.facebook.com

nzherald.co.nz
youthservice.govt.nz
services.workandincome.govt.nz
labour.org.nz

facebook.com

outlook.live.com

[.facebook com

msdsupport.custhelp com





