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1 This (f\\erno p’ov és the Peff orn?{ancp Commlttee with an overview of the initiatives
t t ar@ or have plemented, which focus on driving greater uptake of

and delivering full and correct entitlement (FACE).

. 2 i is recom nded th the Committee:

N\ A ; eig are number of operational initiatives underway across the
Y Mm /warklng to drive a greater take-up of assistance

b* nota\phat work is also underway to improve the measurement of FACE and take-
< \‘_ \_Jip e
3 :« which will include work from a FACE and take-up lens
c note that FACE and take-up are themes that will be considered as part of cross-
MSD work, including the Te Pae Tawhiti Case and the welfare overhaul purpose
and principles work.
d. note that the next iteration of this report is due on 4 December 2019 and will
include an analysis of where potential gaps are and a framework to support
future prioritisation decisions.

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



Background

3 There has been greater attention placed on the Ministry’s activities to improve take-
up and the delivery of full and correct entitlement (FACE) of income support:

3.1 FACE and take-up were discussed throughout Whakamana Tanagata, the
report from the Welfare Expert Advisory Group, both in terms of measurement
and as a key output/principle of the welfare system’s income support function

3.2 Questions about the Ministry’s take-up and FACE metrics from the Minister for

Social Development resulting in a report provided on 23 May 2019 to aadress
her questions

3.3 1t has been identified as a key change in the Te Pae Tawh1t (whuzh has
been presented to the Leadership Team and is being further deve Ioped)
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(Znhhe Eligibility Guide (Check what you might get)

\‘\q\\/ P\@éctlve Calls to Action (text messaging)
W py > \ \\ Proactive Client Entitlement (Analytics to the Frontline)
> V> \\ 8.4 Enhancing Disability Allowance settings

= \\/\ 8.5 A Temporary Additional Support campaign
\ \3 8.6 A s192 FACE campaign

\) Measurement

9 In addition to these operational initiatives, work is underway to improve the evidence

base to help monitor our overall progress and to support further prioritisation of
efforts. This work involves:

9.1 Designing a sampling approach to measure FACE across our income
support clients, extending the FACE review methodology currently being used
as part of the s192 FACE campaign. This work aims to be able to monitor
MSD'’s FACE outcomes over time, and provide breakdowns by benefit type (or
non-benefit), region and ethnicity. It will also look to report on other
demographics and reasons for deviations from FACE. Expert case management



capability will be required to undertake these reviews and consideration needs
to be given to how this work will be resourced on an on-going basis. This will
be considered as part of the Training and Quality role review.

9.2 Bringing together existing information about the take-up of specific
payments, with a view to building the indicative evidence base about take-up
in the coming months.

9.3 Building our data and modelling capacity and capability with the
Treasury and Inland Revenue to produce more accurate take-up flgures in the
medium term. 5 -,

10 Consultation is progressing across MSD on the development of optrans for the de&gn
and implementation of this measurement work.

11 Given the activity underway with the ‘s192 FACE campaign’, the deveiopment of FACE
measurement options will be informed by the Iearmngs ff*em that lmt|at|ve - R
/\ ]
Policy work Al

12 As mentioned above, the Minister has expresseq‘E inte st %n MSD revi hzldcare
Assistance and Disability Allowance as part-o elf overha : g}% will
take account how the policy and legislati§naroy 8 m ¢ simplified
to support easier access to, and dellvery 0 entétlments amplement
existing efforts to streamllne the gellven,z of 168
legislative framework. :

Upcommg work

e Te Pae Tawhiti Case. While the Leadership
e set’of shifts, further testing and review is

ose and principles of the welfare system, as part of
rk. This includes the potential for inserting certain
ions on MSD, such as providing FACE.
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% - 1l e’would mvest in improving our efforts across the board but this is not
e AN \r ah% c given the demands for resource to drive other outcomes.

AN e it will be important to ensure that we are investing enough to improve FACE
v ’\\.\< : \and take-up, we also want to be investing in the right FACE and take-up initiatives.
N \} As new initiatives are identified a prioritisation exercise should be undertaken to

e
{;f‘\\\\\\i\ consider the potential outcomes and impact of implementation.
W\ \ ] b 16 We will provide advice about a potential prioritisation framework the next iteration of
"/ this report to you, due in December.
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Appendix A: Updates on operational initiatives
underway or in development

Online Eligibility Guide (Check what you might get)

Service Delivery f ’:E/ g"r
0 ‘Brogress

Strategy and Change £3 \ G2

1. As at 18 August 2019:

e over 502,000 (compared to 384,000 as at 21 May 2019) peop?e hawa V|S|ted the
guide and spend an average of 4m:54s using it - thls equates k0 48 643 VISItOFS\/ ;
on average, each month in the last quarter : _

¢ more than 75% of people complete all que':tl’ons and are provided wlth '
information about the assistance that njay ba avévlahle to therﬁT

2. Appendix B provides more detail abom‘ uSage Gf'the guu-,te ' ,

3. The following activities are piannea to promote use of~t Gmde,
o flyers for use in partner andnoh q&xérnment‘ o‘[gam trans will be distributed in
September —~
e a direct email campaiy for cllénts wt}ehqve a'gcehtl‘y exited benefit, encouraging
use of the gu;detb Bure they'ie getthng aﬁ the help they can to stay in their
new ]ob |s<f|ke1sf bo he 1w pIace bv-QCtdﬁer

, ./I"
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4(: Through Pﬁqattl‘ve, Calls to Action, proactive text messages to clients are being sent to
cliegtts. \b g

§ N \
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D> & Med(ca/ c§rt43’ cate reminders
./\ WS\ ghat 30 June 2019, 30,408 text reminders had been sent clients who had a medical
’/\\\ rtificate due to expire. Before medical certificate text reminders were introduced,
) vf}\« \} the proportion of clients who renewed their medical certificate on time was 50.63%,
% (\\\ \} this has increased to 59.4%.
\ ) >

!

Upcoming appointment reminders

6. Appointment text reminders were tested in four service centres from 13 May 2019 to
30 June 2019 to remind clients of their upcoming appointments. During the pilot an

increase (from 55% to 68%) in clients attending their booked appointment was
observed.

7. Feedback from clients who received the text message was overwhelmingly positive with
96% of survey respondents saying the reminder was useful:



e "Please don't stop the text reminder service - it's fantastic. Much easier for
someone with mental health illness to receive and use. Thank you.”

e "The txt reminder is a very good addition to your service, as well as reminding
forgetful people such as myself missing appointments.”

o "I find the txt system very helpful, a great addition to the support I receive.”

8. The nationwide implementation approach is currently being finalised and is mtended
to commence from 30 September 2019. '

Employment service reminders

9. In-Work Support offers individual support and payments to helfp'cxnt"s -_ovércom
barriers to remaining in employment. Outbound calhng is. currentiy sed to conta t'
clients to let them know about this opportunity. REQ, | ' :

10.0n 19 August 2019 a pilot commenced, to test prgacmve text messages a(%i
clients of the In-Work Support service ang mv(tmg t@em to make td pilot
intends to demonstrate an increased uptalgé of\th}e Iﬁ-Work 8 ppol't |ce Findings
and outcomes from the pilot will be avaﬂable fmm Octob«-{rqnd will be used to inform
next steps. Sa NS % T
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Next steps
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11. We're currently m/esﬂg\ t| a range of a{gg io preactlve contact clients via text

4 lent daes( r\ot rﬁe}a\\thelr work obligations
ing-opportunities such-as Mana in Mahi
A pr\gxpgting\supplerv’r_\grftar,y»\z?s\SIstance to those with potential entittement.
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12 (\The Frjoactlve Client Entitlement initiative is the second Analytics to the Frontline use
\\ease,/

NN\
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313 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.

14, A proof of concept was conducted from 29 April 2019 to 13 May 2019 in the Nelson
and Northland regions. Service Delivery and Insights are now working together to
pilot the interface in more regions. In this approach, active reporting will be applied
so the change can be more effectively managed, and we are able to better
understand what works well and where further work is required.



Enhancing Disability Allowance operational settings

Service Delivery

|| Design

Client Experience and Service Design

15.

16.

17.

18.

19.

v & G\

A programme for delivering options to enhance settings for Disability Allowance is
underway. Originally this included both reducing verification and increasing.
awareness, understanding and uptake through strengthened communicaﬂpnjs.

In the meantime, work has focused on the development of stren thened
communications to help increase the awareness and understanég ofDls“ablllty
Allowance and support an increased take up, better client experience and reduction in
rework for clients and staff, N

i N
The development of communications material is Tnformed by initial co- dESI mwith
clients and staff in three regions, survey and-interview responses from- GPS@dmg
recent medical conferences and engagemé:qf \Mth the Natlonal Benéf c1a|ry Advocates
Consultative Group (NBACG). 7 AN\ ‘! L

N N

Two versions of a revised staqd dlone apphcatlon form 0d- a r‘eVeSIQned brochure on
Disability Allowance have been cievglaped These a g/tekted with key
stakeholders mcludlng clients, staff '@Ps and NAE&: &t feedback on further
improvements and {'felp |dantlw any syste‘mﬁ cc«s\s usabmty or processing impacts.
Eq‘note that the standnafqne form is used by people who are already
on a main( erefit, MZ 8up M\-ben\eﬁc}arles and accounts for around 57% of all
ange’ appllca‘t/‘ qg:

ation of a. range @f"$trengthened Disability Allowance-related
pications is pmo/be completed by the end of this year. This includes

hures a site information, which will likely occur by the end of

Qctober In ition, it is intended that the enhanced application form should be in
place bx@e\\ is year.
21"5!.21}")0\ \u)
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Temporary Additional Support campaign

Service Delivery

In Progress

Strategy and Change

22

. Proactive contact for clients who are likely eligible for TAS was implemented on 18

June 2019,



23.Key components of the approach include:

e 3,000 clients will be contacted each month and these contacts will be staggered
over the course of each month

o clients will be contacted by email or letter, and in some instances both email and
letter

¢ clients are encouraged to make contact with the contact centre to complete an
initial screening in relation to their potential entitlement ‘

e an appointment will be made for the client to complete their application for TAS at
their local service centre, where required. R P

24. Provisional reporting shows that between 30 June 2019 and 16 August 2“@\19:
e 4,650 clients were contacted NN
o 315 clients subsequently made an application for TAS (representing an

application rate of approximately 7%) _ ?

e Of those granted, the average weekly rate’ PTA,SW 42.77.

26. Additionally, work is un to seope 0Gregds the volume of letters and
emails sent on a we is, witt i ¢ ; apding potential resourcing
impacts.

A (C))

s192 FAC n 77 \N_//

S \\\“\ (\

AV , In Progress

, @ proactive campaign commenced with a group of sole parent clients
92 reduction applied. The objective of the campaign is to
t around 12,000 clients to complete a full review of their

ement is continuing with client groups in a phased approach, which started with

/>‘<,\\: . outh Parent Payment clients and those with a reduction in place for less than 400
/<’ ~ N\ days (around 3,080 clients).
F\\ \/f/ NS
(\‘)\-‘\\\} 29.The next group are those who have had a reduction for a longer period and may have
AN complex cases (around 9,000 clients). Reviews of these cases may result in

— substantial lumpsum payments. Work is underway to introduce an exemption for any
lumpsum payments by 20 September 2019, ensuring they do not impact on a client’s
eligibility for other assistance.

30.As at 16 August 2019, reviews have been completed for 1,906 clients. Of these:
e 1,267 (66%) clients had no change to their ongoing assistance
e 639 (34%) clients have a change to their ongoing assistance



31. Of the 639 clients:
e 582 clients are now on average now $35 better off, and
e« 500 clients have had their s192 reductions removed with an average of $1,248 of
arrears paid.

32.0f the 582 clients:
e 527 had an increase in their benefit rate ($31 on average)
e 51 clients had an increase their Accommodation Supplement rate ($41 on

average) AN
e 28 clients had an increase in their Temporary Additional Support rate‘($34 on
average).

33.It was identified that our operational policy relating to Child Support was not clear ”
and needed to be revisited. These guidelines were updated on 8 July and WOrk is on«v"
going to make sure that staff have the resourcess/boois and kﬁowledge the\r ng&d to-
make appropriate decisions relating to reductions.~_~

2 RN
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Appendix A
Online Eligibility Guide

26 June 2018 - 18 August 2019

Visitor Numbers and Trends
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How do ou

Visitors by Time of Day

Users by time of day
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What sites refer or link visitors to the Guide?

10.

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

outlook live.com

d.skykiwi.com

msdsupport custhelp com

bbs skykiwi.com

thespinoff.co.nz

Users ¥ NewuUsers
404,621 389,075
%of Total 8057%  %of Total 77.60%
(502,222) (501,404)
400,521 (98 60%) 384,047 (9871%)
1,397 (0.34%) 1,361 (035%)
968  (0.24%) 826 (021%)
660 (0.16%) 537 (014%)
389 (0.10%) 377 (010%)
255 (0.06%) 229 (006%)
230 (0.06%) 183 (005%)
223 (0.05%) 216 (006%)
152 (0.04%) 122 (003%)
139 (0.03%) 137 (004%)
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Outline of information
Supplement and Tem

odation
upport

Action: For Informd

that you commissioned earlier this week. I
on Monday, 20 May 2019.

1 ) e piec i
?;H:&S\ ake-up (Appendix A). As discussed, we will provide
briefing inisteron 23 May 2019. We will then discuss the briefing at

meeting s d With the Minister on 27 May 2019.

Inforrmgation on Atebmmodation Supplement and Temporary Additional Support

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



Appendix A — OQutline of a briefing on take-up

The purpose of this outline is to seek any feedback on whether the resulting paper will cover the information and advice being sought regarding take-up
information that we will incorporate into the briefing for next week as well as the gaps that would require further work to address. Our briefing will pri

The background paper published alongside the WEAG report: “The take-up of income support — analysis and options”

1
2 A stocktake of initiatives underway to improve take-up and FACE
3  Work underway to improve the measurement of take-up and FACE.

d full and correct entitlement (FACE). It outlines the
'l,y\draw on:

Area of interest

Information availabie

Comment

What we currently know about uptake and FACE,

including any trends we are seeing in people not
receiving FACE (eg benefit type, age, ethnicity,
singles/couples, etc)

There is some indicative analysis about the potential
take-up gap for some supplementary payments
(Working for Families Tax Credits, Accommodation
Supplement [AS], Temporary Additional Support
(TAS), Disability Allowance, and Childcare
Assistance [CCA]). Significant work is required to <
more accurately quantify take-up of these
payments.

N e

how the e\m

h\ \
edlstrl
e, ete.
yt ing about the

efit ty
ayments.

evidenc

benegfitsa th

%z.

Measuring take-up and FACE is challenging because
agencies do not always hold information about
whether a person is entitled to a payment.

These challenges are common to all welfare
systems around the world.

Work we have underway to understand and
measure take-up and FACE

of scoping up projects to
of evidence so we have a robust
t of data to support further initiatives
itor the performance of the Ministry in

We will be learning from projects underway to
address TAS take-up and FACE for people receiving
a s192 deduction.

This work was recommended by the WEAG in their
final report [recommendation 5].

What we are doing to address take-up and FACE

\
rview of\ﬂ}é
rway orin
p and FACE.
$192 FACE work that
the Minister on.

with an

Further work on improving take-up and FACE,
including how we might prioritise this work.

&

0 Mnce from around the world

in hywe do not see full take-up of
e From this, we can think about how
ng mitiatives will address those reasons for low

ex\up and what more we could do.

Having recently initiated some key trials and
initiatives, we are in the early stages of thinking
about next steps to improve take-up and FACE.

This work will need to factor in the practicalities of
this work (resourcing, phasing and impacts on the
frontline), potential fiscal implications, and linkages
to other policy and operational work underway.

This work will be considered as part of the welfare
overhaul project alongside work to respond to the

other recommendations made by the WEAG.

The WEAG recommended that the following be
included in the principles used when redesigning the
income support system:

“The income support system proactively supports
people to access their full and correct entitlements
and promotes these entitlements to the broader
population.”

The WEAG also made detailed recommendations
about improving the take-up and accessibility of
specific payments such as CCA and AS.

We help New Zealanders to be safe, strong and independent

ki tangata, r

ki whanau




Temporary Additional Support numbers

Table 3: The proportion of benefit recipients who also receive Temporary Additional Support or
Special Benefit

NZ
Jobseeker Sole Parent Supported Living | Other main Superannuation
Quarter
Support Support Payment benefits and Veterans
b Pension
Mar-18 22% 22% 16% (\ﬁ\%/Q lé’/o/
Jun-18 21% 19% 15% A DR sy
Sep-18 21% 18% 15% N\ <] | 19
Dec-18 22% 19% 15% | N>7% 1%
N
Mar-19 22% 18% AB% V1% \VAo1w%

6

Benefit as at December 2018. There has

Twenty-two percent of Jobseeker Support rec}pmgre ived TAS-and-Sp

proportions since early 2018.
Table 4: The number of Temporary Additio

s been 0g

igriificant chande td‘\tlﬁalé

Jobseeker Support recipients are the most likely o r e@s and Sp/,&m\\ﬁ nefﬁ}

ficiaries and NZ°S

A\

Quarter Non-beneficiaries < \\{;«I e%ﬁlr;n;:;goignand
Mar-18 2506 | \aaeon\V 5,833
Jun-18 2 \\2,2p8 ) 32908 6,229
Sep-18 &2 2| N\ Cs7s1s 5,866
pec-18 | (2NN 1862 [T\ VO 56,207 6,629
Mar-19° \/J)v 216 AN~/ 55,609 6,583

perannuation/Veteran Pension recipients.

of Accommodation Supplement and
itional Support

<\'/\ e 5:
show the full impact of the Families Package)
D A
y \//;/ Quarter Average rate Proportion at maxima
N\
ﬁ\\?\f\\\\\ Dec-17 $68 47%
)Y Mar-18 587 39%
L Jun-18 $89 23%
Sep-18 $89 24%
Dec-18 $90 25%
Mar-19 $90 26%

1 These do not add to 100% due to rounding.

eceived a main benefit in the March 2019 quarter,
ieiaries and a further 10 percent are superannuitants’.
has increased since early March 2018 for main

~> AXverag
~“Tem di
@ e rate of Accommodation Supplement and proportion at maxima (Dec-17 has been



Table 6: Average rate of Temporary Additional Support and proportion at upper limit (Dec-17 has
been included to show the full impact of the Families Package)

Quarter Average rate Proportion at maxima

Dec-17 $79 47%

Mar-18 $66 28%

Jun-18 $69 31%

Sep-18 $67 32%

Dec-18 $73 34%

Mar-19 $67 35%

8 The increase to the maximum AS payments (as part of the Famiﬁes Paé:kage in Apri]" B
2018) reduced the proportion of clients at the maxi aynwnt fro round
47 percent in the December 2017 quarter to 23 1;;5 e June 20 rter
Since then, we have seen an acceleration of t =y c%w\ ion cost
claimed by our clients (and therefore the aver e obAS pay
drivers are likely to be:
8.1 the increase to the maximum A con | people were
Y| i has allowed
r ti e proportion of

Rg at a faster rate over

on AS, particularly people on
benefit. Many of these new AS

irg Thaln benefits. This is mainly due to people
hén they are also assessed for their benefit.

essures from the tight rental supply.
bsidy

t Subsidy (IRRS) is an income- and asset-tested subsidy
in public housing. IRRS is an important part of the picture when

sigly means that these tenants pay an Income-Related Rent, which limits the
of rent they pay to generally no more than 25 percent of their after-tax
Y k R . This means that families in public housing receive a significantly higher
,«)'\ \level of support for their housing costs (through IRRS) than those in the private
77 N\ < ’market (through AS).

\ 11 Providing the latest information on the different levels of generosity between IRRS
\ :“'.\\,‘) and AS is more difficult to produce so was not available in the timeframes. However
O\ /J J_l using data from earlier in 2018, a Jobseeker Support Couple with two children living
e in South Auckland, paying $470 rent, results in the same family receiving between
$60 and $100 more a week in support if they are receiving IRRS compared to AS
(working up to 40 hours a week on the minimum wage).

12 There were 65,225 IRRS places as at 31 December 2018,
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Addressmg and measuring take- up and tﬁhl delw’ery of full
and correct entitlements AN

Purpose of the report

1 To provide you with an update on the
up and the delivery of full and corr,
2019.

Executive summary

2 Take-up and FACE ha k
In recent years w ing take-up and FACE,
reflecting the e ] it. The importance of take-up
and FACE w EXpert Advisory Group (WEAG), who made a
number of de¥ssues and build our evidence base.

aux work to Feview the entitlements of clients with a section 192
updaté of this initiative is provided in the Appendix), and our recent

I contact clients who are likely to be eligible for Temporary

cus on take-up and FACE is part of our strengthening service culture and our
gramme of operational improvements, and will be reflected in our advice on
\\? overhauling the welfare system.

Given the complexity of the benefit system and the changing nature of people’s
circumstances, there are likely to be take-up and FACE challenges across all
supplementary payments and main benefits. However precise quantification is
difficult. We can make broad estimates of people who may be eligible but are not
receiving Accommodation Supplement (AS) and TAS but any estimates need to be
heavily caveated. Qualitative analysis of take-up of other payments suggests that
they can be improved but this has not yet been quantified. We do not have
information about any trends we are seeing about take-up or in people not receiving

FACE for specific groups of people by age, ethnicity, the main benefits they are
receiving, efc.

Addressing and measuring take-up and the delivery of full and correct entitlements 1



7  The Ministry is developing a programme of work to improve the measurement of
take-up and FACE. This includes scoping up further modelling work to improve these
estimates of AS and TAS take-up, to commence modelling of take-up for other
payments, and developing measures of FACE as we learn from our work reviewing
clients who have a section 192 deduction.

Recommended actions
It is recommended that you: P
1 Note that we are scheduled to discuss this report at our meeting on 27 May\.,_éo\(ig;;?"

2 Note that we will update you on the work we have underway to addraésandma§yre

take-up and full and correct entitlement, alongside related advice oh évé‘rbéjpli'hgl‘ the

welfare system. AR\ \

X0\
Fiona Carter-Giddings % a
General Manager \>
Policy Group P
g \
/ y o . N \_ p N / \

>\
o 3 = X N 7
Hor» Carmel %épuloni “\\i R ,:\\) Date
RQnis Wcial Development:
O\ D N\ >

Addressing and measuring take-up and the delivery of full and correct entitlements 2



Background

8  This report responds to a request for information about what the Ministry is doing to
improve take-up and full and correct entitlement (FACE) of income support
payments. We discussed this topic with you at our meeting on 20 May 2019.

9 Take-up and FACE is an ongoing challenge for income support systems around the
world. In recent years the Ministry has increased our focus on improving take-up and
FACE, reflecting the emphasis the Government has placed on it. The importan f
take-up and FACE were supported by the Welfare Expert Advisory Group (

The Government’s focus on take-up
10 The 2017 New Zealand Labour Party manifesto committed to: L {
Ensure all New Zealanders have the support they need to live ity.

11 This sentiment is reflected in the 2017 Confidence and S
the New Zealand Labour Party & Green Party of Aote
particular mention to:

Agree t bet
ealand, wit

Overhaul the welfare system, ensure acg
sanctions and review Working For Famyli
living and income that enables the
communities, and lifts children

The WEAG emphasised take-up and

12 The Welfare Expert Advisory Gr (
eligible population as c tcom

13

14
< </>/> Group_also tecommended that (recommendation 5):
/ /\\\\V \ AP Inland Revenue publish information yearly, whether as part of
<\ 0 \// Reports or Statements of Intent, or as a standalone report,

jon on key outcomes for those interacting with the welfare system,
g information about full and correct entitlements, take-up rates of
/8 N\ ments, employment outcomes, the impact of employment supports and

/\\< i\ §> ervices, and after-tax and abatement earnings.
\ 6 Se

i A e paragraphs 29 to 36 below for what we know about take-up and FACE and work
ﬁ\\\// underway to build our knowledge in this area.
i N R

N/ 17 Take-up and FACE are important because if people are not receiving the financial
assistance that they are entitled to, their incomes will be lower than they otherwise
would be, meaning they may be in unnecessary income poverty or hardship.
Improving take-up and FACE improves the adequacy of some peoples’ incomes
without increasing the legislated rates of entitlements.

18 Take-up refers to the proportion of an eligible population that accesses and receives
the financial assistance they are eligible for.

19 FACE is a subset of take-up. While take-up looks at whether all eligible people across
the New Zealand population are receiving a particular payment, FACE considers this
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from a client perspective: of the clients we serve, are they receiving the full set of
payments that they are entitled to, at the correct rate?

Barriers to take-up and reasons for low take-up and FACE

20 International research shows that take-up rates of income support are often
significantly less than 100 percent. While it can be challenging to accurately measure
take-up and FACE, we suspect that there are on-going issues with take-up

(particuiarly for people who are not receiving a benefit) and ensuring that peo
receive their FACE. There are likely issues across all supplementary payme

main benefits.
21 The WEAG background paper outlines a number of potential barrler
New Zealand, drawing on domestic and international experience
P

awareness among potential recipients, time-consuming admmas ative proc sses, {
stigma and lack of trust in government agencies, and comp+ex policy\and legislative \\
settings. (¢

nat ((T take up enti

22 The background paper also notes that people may
for other reasons. These include:

23

24 The full and corrac 3 itle 3 s is largely driven by the systems
supporting i hat they might be entitled to, and
cllents Te) K nistry that might impact on their

heir full and correct entitlement.
e take-up and FACE

nd continues to progress a number of initiatives to
through:

munication to potential recipients about entitlements
asier for people to engage with MSD

g the systems that support the frontline to deliver full and correct
|t ément

< tentifying and addressing take-up and FACE for specific payments and
\/ processes
& 25.5 Monitoring and measurement of take-up and FACE
25.6 Simplification of payment rules to support easier access to, and delivery of,
\ \ entitlements
A 26 This work is outlined in Table 1.

27 There will be a continued focus on take-up and FACE as we work on strengthening
service culture and our programme of operational improvements, and develop our
advice on overhauling the welfare system.
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Table 1: Outline of initiatives to improve take-up and FACE

Type of initiative

Completed initiatives

Underway (being impiemented or being scoped)

Publicity and communication to
potential recipients about
entitlements

Leveraging off existing provider and stakeholder relationships to increase
information about supplementary assistance
Roll-out of the online eligibility guide, providing comprehensive and easy
to understand information about entitlement

Continued promotion of the online eligibility guide

contact clients
i &of the guid Z
a gible f

al matenal(a eb

ent orgaq @oh

have recently left the benefit
ey are aware of what on-going

Planning is unde

developed for use in partner

Making it easier for people to
engage with MSD

Roll-out of improvements to online application forms - including pre-
population of some information
Increased the types of assistance that can be delivered over the phone.

O ntinued lmprﬁ:t of
¥ is easier X
? fequired %

online application experience, ensuring
and that people are aware of what is
xt steps are.

Improving the systems that
support the frontline to deliver full
and correct entitlement

In-work support trial, providing people who exit the benefit syst‘e
information, advice on entitlements and referrals g

Delivery of training to staff in empathy, unconscaous blas and N
understanding mental health LS

Proyi \ok/s)n about existing clients who might be eligible for
ents using system prompts and a simple case manager

E? ational excellence initiative, focused on effective case
nagement practice and ensuring that clients are offered all assistance

Improving business processes to simplify access to assistance i.e.
Transition to Work Grant and hardship assistance

Identifying and addressing take-
up and FACE for specific
payments and processes

Text messaging to remind
renewal was implemented

N

e money to the Ministry that
i€nts are aware of and have the

A pilot to test text messaging for clients who have exited the benefit
system to employment, offering them in-work support, is planned to
start in July

Ongoing proactive contact of clients who are likely to be eligible for TAS

Proactive FACE reviews of clients with a section 192 deduction - an
update of this initiative is provided in the Appendix

Focus on raising awareness and understanding of Disability Allowance
(DA), and identifying opportunities to proactively contact clients with
possible entitlement to DA

Monitoring and measurement of
take-up and FACE

See pa

g%zx 36 below about what we know about levels of take-up and FACE and further work to build this knowledge base

Simplification of payment rules to
support easier access to, and
delivery of, entitlements

Take-up and FACE will be considered as we develop policy advice and
operational work on overhauling the welfare system
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What we know about the levels of take-up and FACE

What we know about take-up

29 Recent work on measuring take-up has focused on AS and TAS. It is possibie to
estimate take-up (with the caveats around accuracy) for AS and TAS but it is only
possible to make broad qualitative assessments for Childcare Assistance, Disability
Allowance and main benefits. Previous work has also estimated take-up for Working
for Families tax credits.

30 2017 modelling work suggested that at most 100,000 people who may be eligible for
Accommodation Supplement (AS) but not receiving it. Most of these péoy
not be receiving any other form of income support from MSD. This is li
significant over-estimate as it does not account for all eligibilit‘;/?;q ke
|

particularly the cash asset test. A much smaller group of peop elvirg in

benefits do not receive AS, and there are a variety of reasons 0 enefncnarres
are not eligible, such as if they have low or no housing costs or if t receive other S
support such as an Income Related Rent Subsidy. ‘

31 Recent analysis of Temporary Additional Supp
around 30,000 people may be eligible but not re
known about recipients of other support fr
significant further work is required to pr

32 We know less about take-up of Chil i t
benefits. While we cannot quantlf

make the following observatio

32.1 Childcare Assista take
have fallen S|gn|f
for low incom
payments.

32.2 Dlsab | e (DALL
benefl [ ngoi
Anecd
y do
an e of r{de ihg the admlnlstratlve burden due to legislative
se,tt s, and the ates and mechanisms.

ecdotal v ence that the perception of a punitive culture and
inistrative processes of MSD may have led some people to
e welfare system. However, current data does not allow for

ging. Challenges to measuring take-up are well-articulated in the WEAG
batkground paper:

Delivery agencies, such as MSD, are not able to “see” people who do not apply
for payments as they may not hold information on them or be able to access
information on them. Even for people receiving some payments from delivery
agencies, there may not be sufficient information to determine their eligibility for
other payments with different eligibility requirements.

Modelling using survey data and matched administrative data from across
agencies, such as in the Integrated Data Infrastructure (IDI), can provide some
estimates of people who may be eligible but have not applied, but these are
subject to three important caveats:
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e Surveys and other agencies’ administrative data may not collect all the
information needed to assess an individual’s (or family’s) entitlement to a
particular payment.

e Survey responses may not be sufficiently accurate to assess eligibility.

o The sample size of surveys often limits their ability to assess take-up for
payments with relatively small eligible populations.

34 There is a different set of challenges around measuring FACE. While we are able to
use administrative data we collect from clients to help guide us to groups o;?ents
who may be eligible for further entitlements, administrative data only proyi
limited help to identify the overall accuracy of the delivery of entitlements {t{
This is because entitlement is complex and dependent on a large number a ”:)
that may or may not have been provided to the Ministry.

35 We do not have information about any trends we are seeing about takerup orin
people not receiving FACE for specific groups of people by age, ethmmty, the mam
benefits they are receiving, etc. . ‘

Further work on measuring take-up and FACE
36 The Ministry is developing a programme of

Next steps

37 We are schedule

N\, P
38 We will the at
anngsMe r I\/d.?
how pt‘opoaals in.response 0 recommendations will improve take-up and

FACE, \@)how this work whl'b 62{0urced, prioritised and phased. This includes fiscal
.;jmfnljca ons and the Jmpa&bn frontline staff.

\
f/

,/', N\

< ’. !-\ppepa/x gy
<O> Update OFKA'Q}?% O£$ole parent clients with a section 192 deduction
—~\

X\\ i /\ N\
\r\é\REP2'19/5/444

) \ *4(2)(6)
ithor rincipal Analyst, Insights and Investment
C\\\ Responsible manager: Fiona Carter-Giddings, General Manager, Policy Group
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\ <\ decision to impose a s192 reduction. This could be due to the action pre-dating SWIFTT,
N

Appendix - Update on reviews of sole parent clients with
a section 192 deduction

Section 192- Proactive FACE Review Campaign

On 1 April 2019, MSD commenced proactive engagement with a group of sole parent
clients who have a section 192 (s192) deduction applied to complete a full review of their
entitlement.

The objective of the proactive campaign is to attempt to contact around 12,

Odferfts/to
complete a full review of their entitlement. We have started to enga%gro\ chiente
a phased approach, starting with Younger Parents (around 1,300 cll.ert\% phased X
approach allows us to build our understanding of people’s circums tanceS\apd issues \ >

related to FACE, before working with people with more cprﬁ fex ds
The next group of 1,800 clients we will work with hayv ph\ﬁda
reduction in place. The remaining clients willi\qﬁ

high hardship count) and in many cases, &

of the date that a s192 reduction was iraposeth

Overall we have completed a FACE r

tions lifted:

/._\\i\ 9 begause of a\proeess error (ie delay in processing or no follow-up action

rn more during this campaign, we’ll improve our business process and business
tacticg so that we are better placed to complete the more complex review cases. A

plex case is where there is insufficient information to explain or support the original
or SWIFTT system changes, or where a paper file that was recalled (Iron Mountain) has

been destroyed. The project team is currently designing a framework for managing
complex cases efficiently.
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Section 192- Improving current business as usual practice
There are some inconsistencies in the way that s192 is administered and there are areas
of practice that can be improved until it is repealed on 1 April 2020. Work is now

underway to:

e Improve the information internally and externally (MAP guidelines, Doogle, Work
and Income and MSD websites)
e Communicate the changes to frontline staff N

o Introduce on-going monitoring for process assurance (and to ensgre‘cﬁrfhgﬁ{yefz

actions are taken).

¢
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