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people without common photographic documents
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Key issues

« [tis difficult for people without common photo IDs (such as passports and driver licences)-to
prove their identity, which can impede their access to services (such as banking). This issue
particularly impacts disabled people.

« This issue may be subject to more attention due to officials from the Department of Internal
Affairs attending a meeting in late-May with Disabled Person’s Organisations. Additionally,
there is an upcoming review on the Government’s implementation of the UN Convention on the
Rights of Persons with Disabilities.

« The Department of Internal Affairs, the Office for Disability Issues and other stakeholders are
working together to identify possible approaches to reducingidentification as a barrier to
accessing services.

Action sought } Timeframe

Note that it is more difficult for some groups without.common photo ID to | By 22 May 2018
prove their identity and access certain services.

Note that the Department of Internal Affairs is working with the Office for
Disability Issues and other stakeholders to identify potential approaches.
Agree that we will provide you with furtheradvice on this issue in
August/September 2018.

Send a copy of the briefing to the Minister for Disability Issues.

Contact for telephone discussions (if required)

Name Position Direct phone line | After hours Suggested
1* contact
Ruth Fischer-Smith Policy Manager v
Frances Muir Policy Analyst
Return to Frances Muir, L9 45 Pipitea Street
Cohesion reference 6WKVAKXQS5ZKN-1692494222-28
Ministerial database reference | 1A201800311
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Purpose

1.  We are meeting with Disabled Person’s Organisations in late-May to discuss disabled
people without common photographic identity documents (photo IDs) having difficulty
proving their identity to access services. This briefing provides you with information on
work to identify approaches to reducing these barriers. This is for your information and
so that you are across the issues in the event you are approached directly by disability
organisations or affected individuals.

Background
People need photo ID to prove their identity and access certain services

2.  Arange of service providers request photo identification from individuals (usually a
passport or driver licence). This is to manage organisational identity-related risks-or to
meet government-mandated obligations.

3.  Akey government-mandated obligation for businesses is the requirement to confirm
the identity of customers to improve New Zealand’s ability to tackle money laundering
and terrorism financing. This obligation currently applies to the financial sector and will
soon apply to others (such as lawyers, accountants, and real estate agents).
Government guidance is that organisations can verify someone’s identity by either:

o one form of primary photo ID (i.e. passports, other travel documents, a New
Zealand firearms licence, or an overseas national identity card); or

e a primary non-photographic identification'document (e.g. a birth certificate) in
combination with a secondary form of photo ID? (including a New Zealand driver
licence or HANZ 18+ card); or

e aNew Zealand driver licence in addition to a check on the information on the
licence, or the provision of another document (e.g. a bank statement).

4.  As Minister of Internal Affairs you are responsible for the identity services the
Department delivers, including RealMe and passports. Additionally, the Department
has a lead role in the identity area as the provider of good practice guidance for
government agencies to verify an individual’s identity.

Identification requirements may adversely impact disabled people

5.  Disability organisations consider that disabled people have fewer options to obtain
photo IDs, which results in difficulty accessing services. For example, disabled people
are more likely to have an impairment that means they are ineligible to get a driver
licence. They are more likely to be on a lower income® and less able to buy a passport
or a firearms licence.

6.  Disability organisations advise that not having common photo ID has resulted in some
of their members having difficulty accessing a range of services including banking,
purchasing goods on hire purchase, completing police vetting checks and picking up
courier packages and prescriptions. This difficulty may contradict the New Zealand

! Under the Amended Identity Verification Code of Practice, which provides the suggested best practice to
verify the identity of customers, primary identification documents are those adequate under the Evidence of
Identity Standard for meeting the objective ‘the identity exists’.

2 Under the Amended Identity Verification Code of Practice, secondary documents are those adequate under
the Evidence of Identity Standard for the meeting the objective the ‘the identity is used in the community’.

3 The Statistics NZ Disability Survey 2013.
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Disability Strategy 2016 — 2026 accessibility outcome to “access all places, services and
information with ease and dignity”. This issue may arise when the Government is
reviewed on its implementation of the UN Convention on the Rights of Persons with
Disabilities in 2018/19.

7.  Other population groups may also be impacted by this issue, for example seniors who
have stopped driving and therefore do not hold a driver licence. Appendix A provides
further information about the groups that may have difficulty providing photo ID.

8. The scale of the issue is hard to establish as evidence is largely anecdotal.
Approximately 25 per cent of the population do not have a New Zealand passport and
24 per cent do not have a driver licence (including people under 16). There is no data
on the percentage of the population that have neither identity document. This is
because the information is held by the Department and the New Zealand Transport
Agency in different databases. There are privacy implications to matching this
information as it has been collected for different purposes.

Hospitality New Zealand’s 18+ card can be used as a photo ID

9.  This option is currently used by some disabled people to minimise the barriers to
services requiring identification. However, anecdotal information suggests that some
older people do not wish to use the 18+ card, as its primary purpose is to verify that

young people can purchase alcohol or enter licensed premises. Disability organisations

have also advised that:

e some organisations do not readily accept 18+ cards as identification because they
are not issued by government; and

e organisations can require an additional form of identification because the 18+ card
is not classified as primary identification under various identification guidance.

10. Hospitality New Zealand is currently updating the 18+ card so that it might appeal to a
wider range of people. This involves making the 18+ features of the card less
prominent so it may be more acceptable to disabled persons as a photo ID. However,
they will still require an additional form of identification to access services.

The Department, the Office for Disability Issues and other stakeholders are working
together to identify approaches to remove barriers

11. The Department, in collaboration with the Office for Disability Issues, will continue to
work with stakeholders to confirm the size and scope of the problem and identify
possible approaches to reduce identification as a barrier to services. For example,
modifying existing photo IDs. As part of exploring approaches the following issues need
to be considered:
¢ the range of stakeholders to engage with and the role of a co-design approach;

e the Department’s work on digital identity; and

¢ the role of a market approach.

There are a range of stakeholders with an interest in this issue
12. Key stakeholders we are working with include:

o Office for Disability Issues (ODI) — we work closely on this matter with ODI, which
is located within the Ministry of Social Development (MSD) and reports to the
Minister for Disability Issues;
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» Other government agencies — we expect to engage with other agencies as part of
any work on potential approaches to this issue. For example, MSD and Ministry of
Health both provide support services for people with disabilities;

o Disabled Person’s Organisation (DPO) Coalition — includes representatives from
seven recognised DPOs and receives funding from ODI to meet and provide input
into the governance of the Disability Action Plan>.The Department and ODI have
already engaged with three of the DPOs including Blind Citizens, People First and
the Disabled Persons Assembly. The Coalition is hosting a meeting in late May
2018, which we will attend to discuss this issue. The Coalition has been clear that it
is frustrated with what it perceives as slow progress in this area, and we expect this
viewpoint to surface at the meeting;

o disability organisations that are not part of the DPO Coalition — includes CCS
Disability Action, which we have already engaged, and a range of other
organisations such as the Blind Foundation, IHC New Zealand and the Brain Injury
Association;

* non-government organisations that represent other affected groups such as
seniors (e.g. Age Concern); and

o umbrella groups of businesses that require photo ID (e.g. the Financial Services
Federation of New Zealand).

A co-design approach may provide a better outcome

13. A co-design approach would actively involve the range of stakeholders, including
individuals affected by the issue in the design of a solution. Engaging with stakeholders
in this way may help ensure that any solution is better designed and meets the needs
of affected groups. This will allow for greater insight into people’s experiences and
improved confidence in outcomes. However, this level of collaboration may raise
stakeholder expectations of the quality of a solution.

New Zealand’s approach to digital identity may impact this work

14. In the long term, solutions may arise from separate work the Department is
undertaking on digitalidentity. We have previously advised you that the Department is
leading work in the digital identity area that comes under the portfolio of the Minister
for Government Digital Services. This work includes consideration of new and
emerging technologies, such as distributed ledger technology (BlockChain), which may
be used.in the EU to establish a digital identity for people without source identity
records (e.g. refugees). We will consider how this work aligns where appropriate.

The role of a market approach

15. ' Hospitality New Zealand is one private sector organisation interested in playing a
greater role in enabling people to prove who they are, and is working on rebranding
the 18+ card so that it might appeal to a wider range of people. This development may
impact the current landscape by making the 18+ card more acceptable as a photo ID to
disabled people and other affected groups. There may also be other providers
interested in providing photo IDs. It may be that the systems and processes required to

> The Disability Action Plan presents priorities set by the Ministerial Committee on Disability Issues for action
that advance implementation of the UN Convention on the Rights of Persons with Disabilities.
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ensure the integrity of a photo ID will have associated costs that mean it is
unprofitable for a private organisation.

Next steps

16. The Department will continue to work with ODI and other stakeholders to explore
potential approaches to this issue. For example, we will attend a DPO Coalition
meeting in May 2018, where reducing barriers to photo identification will be raised.

17. We can provide you with a more detailed policy briefing about potential approaches to
reduce identification as a barrier to accessing services for your consideration. We
expect this to be ready in August/September 2018, in order to factor in outcomes from
current stakeholder engagement and associated developments.

Recommendations
18. We recommend that you:
a) note that it is more difficult for some groups without common photo
ID to prove their identity and access certain services;
b) note that the we are working with the Office for Disability and other

stakeholders to identify potential approaches;

c) agree that we will provide you with further advice on this issue in No

August/September2018; and

d) send a copy of this briefing to the Minister for Disability Issues. No

Rachel Groves
Director Policy Services

Hon Tracey Martin
Mini gter of Internal Affairs

/\/\
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Appendix A: Groups who may have difficulty providing photographic identification

Population Experiences of photographic identification

Disabled people

Blind/vision impaired | « Majority cannot get a driver licence (depends on when a person’s vision
people (180,000+ impairment arose)

people) e Some have a firearms licence

« Some raised concern about RealMe as they did not find the website user

friendly. For example, it is difficult for vision impaired/blind people to verify

that they “are not a robot” (CAPTCHA)

o Difficulties making hire purchases in stores when buying products due to their

photographic identification not being accepted

People with learning
disabilities (approx.
18,000 - 50,000
people)

e Find it difficult to get a HANZ 18+ card

« If they are seeking to open a bank account — they may need a HANZ 18+ card.

To get a HANZ 18+ card they need a New Zealand birthcertificate and
evidence of their name and address. Issues with this include:

o they may not have an account statement if the purpose is to open a bank

account

o if they live in residential services they would not have any telephone, gas

or electricity bills in their name
o if they are not employed or in an.educational setting

» This means there is a need for another form of verification — potentially by a

government agency such as Work and Income
» May not be able to passithe theory test for a driver licence
» May have a low income
* Most of this population group have a Community Services Card

People with low
incomes

o Costly to get a birth certificate when they do not have disposable income.
They often.néed a birth certificate to be able to apply for any form of
identification (although there is financial assistance available to clients in

some instances to pay for birth certificates as part of preparing to get a job)

» Passport cost is prohibitive
¢. ‘May have a Community Services Card

Older people o Loss of driver licence
» 59% of New Zealanders aged 65 and over have a disability that may impair
their ability to obtain an photographic identification
» Need identification to apply for New Zealand Super
o A SuperGold Card is issued automatically when they receive NZ Super. This
has the capability to include a photograph but this is not often taken up and
not widely accepted by businesses
» The purposes for which SuperGold cards can be used are prescribed in the
Social Security (SuperGold Card) Regulations 2007
» Some banks/organisations will accept the SuperGold Card with or without a
photograph as a supporting form of identification (not a primary one)
People in the * May have driving or travel restrictions on their sentence

Corrections system

» May have lost their driver licence
* May not be able to afford a passport
« Identity documents may have expired during a prisoner’s term of
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imprisonment. Many prisoners are released with inadequate forms of
identification

Prisoners are generally restricted from applying for identification while in
prison, because of the requirement to physically attend the office of the
issuer (e.g. NZ Post shop)

Setting up a bank account and registering with Work and Income are
particularly important for an ex-prisoner to integrate back into the
community

In order to obtain photographic identification, the applicant requires
photographic identification

Youth aged under 18

Young people cannot apply for the HANZ 18+ card

Young people may have a student ID, driver licence, firearms licence from age
16 or passport (although the costs are prohibitive for some)

Homeless people

May not have any identity document

Refugees

New Zealand refugee travel document is available

People who liveina
place with good
public transport and
do not feel the need
to drive

May not have a driver licence

People with low
literacy skills

It is difficult apply for photographic documents and other identity documents
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Internal Affairs briefing

Hon Tracey Martin
Minister of Internal Affairs

Title: Information briefing: People without common photographic identity
documents

Date: 31 October 2018

In May 2018, we provided you with advice on how people without common photographic identity
documents (photo IDs) have difficulty accessing services that require proof of identity.

This focused on the impact on disabled people and you requested further advice on‘others less
likely to hold a common photo ID (seniors, people on release from prison, and youth transitioning
from care or Youth Justice). This briefing covers these other groups.

Action sought Timeframe
Discuss with officials whether you wish to pursue further work on this At your convenience
issue.

Contact for telephone discussions (if required)

Name Position Direct phone |After hours Suggested
line phone 1* contact

Ruth Fischer-Smith Policy Manager. v

Frances Muir Policy Analyst

Return to Frances Muir, Level 9, 4;i;;itea Street, Wellington

Cohesion reference 6WKV4KXQSZKN-1692494222-61

Ministerial database reference |.1A201800966 -
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Purpose

1.

This briefing updates you on barriers to services for people without common
photographic identity documents (photo IDs). It covers a range of population
groups. This is to inform you on the size and scope of barriers and to inform any
discussions you may wish to have with your Ministerial colleagues.

Executive summary

2.

In May 2018, we provided you with a briefing on the impact of identification
requirements on people without common photo IDs [IA201800311 refers]. This
primarily focused on the impact of this issue on disabled people. You requested
further advice that covers other groups, including seniors, people on release from
prison, and youth transitioning from care or Youth Justice.

Identification as a barrier to services is likely to be a growing issue. One reason for
this is the extension of the government-mandated obligation on some businesses to
confirm the identity of customers to tackle money laundering and-terrorism
financing.

There are two aspects to the issue:

« Firstly, there are direct barriers to individuals easily proving their identity to
access services. We have identified four barriers: financial, eligibility,
inconvenience and skills gap.

» Secondly, there is a dignity aspect to this issue. Anecdotal information suggests
that many people do not wish to use an 18+ card as an alternative form of photo
ID as its primary purpose is to verify that young people can purchase alcohol.

In the long-term, the Department of Internal Affairs’ (the Department) work on the
provision of digital identity services and on how people prove their identity in
person may provide solutions tothis issue. However, any potential solutions are
unlikely to be available in-the'short or medium-term.

Recent developments at Hospitality New Zealand may help address the dignity
aspect. Hospitality New Zealand has re-branded the 18+ card as a ‘Kiwi Access’ card
with the aim to.appeal to a wider range of people including disabled persons and
seniors. We understand the new card will be released in December 2018 and may
alleviate the dignity aspect to this issue. The card will not be accepted without
supporting documentation for access to secure services and will not therefore
address most of the direct barriers.

This issue is system-wide and any further work to remove barriers would impact on
multiple portfolios and require discussion with your Ministerial colleagues.
Significant work would likely require either that, this project be prioritised ahead of
other aspects of the Department’s work programme, or additional funding.

Background

This issue impacts a range of population groups

8.

New Zealand does not have a single photo ID carried by all residents to prove
identity. This is due to deliberate decisions against such a photo ID in the past.
Instead, New Zealanders can prove their identity using a range of photo IDs that are
not specifically intended to serve as general proof of identity (a passport for
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international travel, driver licence for driving, and an 18+ card for proving a person
is of drinking age).

9. There are various identification guidelines and requirements for access to different
services. While these vary in practice, RealMe Verified Identity, passports and driver
licences are commonly accepted without supporting documentation. People who
do not need to travel internationally, or do not drive, may not have these last two
documents and have greater difficulty proving their identity.

10. One of the most commonly used photo IDs is a driver licence.! Under various
identification guidance, a driver licence is listed as a supporting form of
identification. For example, identification guidance to tackle money laundering and
terrorism financing requires a driver licence to be supplemented with another
document. However, our engagement with service providers indicates that this
document is commonly accepted without further identity documents being
required.

11. The briefing we provided you in May 2018 referred to many of the services people
without common photo ID have difficulty accessing, including banking, purchasing
goods on hire purchase, completing police vetting checksand picking up courier
packages and prescriptions.

12. You requested further advice on groups without a common photo ID and that have
difficulty accessing services. These include:

*need a photo ID to reintergrate into communities (open a bank account,

. ) apply forjobs, access benefits and housing, and set up utility services such
people leaving prison as electricity); and

*an Inabllity to access these services may result in some people reverting to
‘anti-soclal networks for support, and ultimately reoffending.

ekl ! *may need a photo ID to get an IRD number, open a bank account, access
yo uth transitionin 8 from benefits and housing, and apply for work, education or training; and

i *may face barrlers to becoming independent young adults, which can be
care or Youth Justice compounded by not having common photo ID.

*may need a photo ID to complete banking or to pick up prescriptions and
courier packages; however

*as part of recent engagement on the SuperGold Card, the Office for Senlors
found that most seniors consulted held a driver licence or passport (2). This
Indicates the lssue may only impact a small proportlon of senlor cltizens.

seniors who have stopped
driving

*may need a photo ID to complete banking, purchase goods on hire purchase,

X : complete police vetting checks, pick up courier packages and perscriptions; and

disabled pPeop le *an Inabllity to access services may contradict the New Zealand Disabllity
strategy 2016-2026 accessibllity outcome to "access all places, services and

information with ease and dignity."

13. This issue has connections with your portfolios of Seniors and Children. Other
Ministers with an interest include the Minister for Disability Issues, Minister for
Social Development and Minister of Corrections.

1 As at 30 June 2018, there are 3,614,138 current licences issued.

(2) There are approximately 747,900 people aged 65 years and over in New Zealand while there are 600,631
driver licenses and 477,612 passports issued to people in this age group.
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There may be further population groups affected by this issue

14. Refugees are another population group that may be impacted by this issue. The
Certificate of Identity issued to refugees is valid for two years and during the period
of resettlement they may not hold a common photo ID. People on lower incomes
may also be impacted as access to photo IDs may be cost prohibitive.?

15. The New Zealand Transport Association has advised that it is becoming more
common for younger people to not obtain a driver licence. This may be for various
reasons such as they live in places with good public transport and do not feel the
need to drive. The size of this population group is currently unknown.

Identification as a barrier to services is likely to be a growing issue

16. One reason for this is the extension of the Anti-Money Laundering and Countering
Financing of Terrorism regime (AML/CFT regime), which increases the frequency of
identification requirements for services. This obligation was recentlyextended
beyond the financial sector to lawyers, conveyancers, trust and company services
and accountants and next year will be extended again.

17. As advised in our previous briefing [IA201800311 refers] the scale of this issue is
hard to establish as the evidence is largely anecdotal. For-example, we are aware
that approximately 24 per cent of the population do noet-hold a driver licence but
we do not know how many of these people also dé not hold a passport.

There are two aspects to people not easily proving their identity to access services
18. We have identified two aspects to this issue:
1. Direct barriers to services: there are instances where individuals are unable to

easily prove their identity. We have identified four barriers:

Not being eligible for common photo IDs (e.g. disabled
+y @ people may have an impairment that means they are
\'Q not eligible to drive);

&

</
(\ Not having the means to purchase a common photo ID
) &) S (e.g. people released from prison are unlikely to have
6\" an income to purchase a $180 passport);
N

Having to carry supplementary documentation to easily
prove their identity (e.g. individuals using an 18+ card
may need to provide a supporting document); and

Not having the skills and knowledge (including digital literacy)
to access existing identification options (e.g. youth
transitioning from care may not have the literacy skills to
complete application forms or sit a driver licence test).

2. Dignity: Hospitality New Zealand’s 18+ card provides an alternative photo ID for
some services, but individuals are sometimes unwilling to use this card.
Anecdotal information suggests that some seniors, disabled people, or Muslim

A passport costs $180 and a driver licence costs a minimum of $93.90 (includes application and test fees).
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people who abstain from alcohol, do not wish to use an 18+ card, as its primary
purpose is to verify that young people can purchase alcohol or enter licensed
premises.

19. These two aspects are outlined together at Appendix A, which shows that the
identified groups are impacted in different ways. This implies that there may not be
a one-size-fits-all solution to this issue.

The Department’s digital identity work may provide a long-term solution to this issue

20. This work comes under the portfolio of the Minister for Government Digital Services
and is due to be considered by the Cabinet Economic Development Committee on
31 October 2018 (Cabinet Paper, Developing Options for a New Approach to Digital
Identity). This paper proposes a new approach to the provision of digital identity
services and you are co-signatory to this work. A final report on options for this
work will not be completed until late 2020.

21. The Department’s Te Ara Manaaki Transformation Programme,® s also completing
exploratory work on how people prove their identity in person. This work may
provide more options to resolve this issue. Neither the digital identity nor Te Ara
Manaaki work streams will provide a solution in the short or medium-term.

Recent and upcoming developments may help address the issue

Hospitality New Zealand’s 18+ card is being rebranded

22. Hospitality New Zealand has re-branded'the 18+ card as a ‘Kiwi Access’ card with
the aim to appeal to a wider range of people including disabled persons and seniors.
This card may provide a partial solution by alleviating the dignity aspect of this
issue. Hospitality New Zealand.plans to release the new card in December 2018.

23. However, the services the 18+“Kiwi Access’ card can be used for will not change; it
will still be a secondary.or supporting document. This means that individuals will
still be required to provide an additional form of identification to access secure
services (e.g. any interactions with AML/CFT liable sectors).

New services may alleviate this issue for youth transitioning from care and Youth Justice

24. Oranga Tamariki - Ministry for Children is due to introduce new transition support
services from mid-2019. This support will include advice and non-financial
assistance that may help youth with obtaining photo ID, including negotiating the
18+ card application process or even supporting a young person to get a driver
licence. Financial assistance may also be available, which could alleviate the
financial barriers to obtaining photo ID.

Driver licensing programmes for young offenders may assist some prisoners

25. Many young offenders enter the criminal justice system due to offences relating to
not having a driver licence. To address this issue, Corrections has partnered with the
Howard League’ to deliver a driver licensing programme to young offenders in
prison. Corrections have also run a similar driver licensing programme in parts of

* Te Ara Manaaki is a solutions-focused programme that aims to transform the Department’s identity and life
events services by putting our customers at the very centre of the provision of these services.

> The New Zealand Howard League is charity providing driving and literacy programmes for prisoners.
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Auckland since 2016 for people in prison and on community sentences. Successful
applicants obtain a driver licence, although numbers are small.®

Work on enhancing the SuperGold Card is not likely to provide a solution for seniors

26. The SuperGold card provided by the Ministry of Social Development is a concession
card rather than an identity document. The Office for Seniors is doing work to
enhance the SuperGold Card. As most seniors hold a driver licence or passport, the
Office for Seniors have advised that they are unlikely to enhance the SuperGold
Card to be used for identification purposes. It could thus be more cost effective for
those seniors who do not hold a common photo ID to be considered within a
broader solution that works for the other groups identified in this briefing.

Ongoing or additional measures to address this issue

Digital solutions may be the most viable approach

27. The Department is progressing work on the provision of digital identity services in
New Zealand and digital solutions would align with the move towards digital
identity verification. However, accelerating existing work (see paras 20 and 21) so
that solutions are available in the short or medium-term:may also have funding
implications.

Other potential approaches would require significant cross-government collaboration

28. Other potential approaches could include subsidising passports for impacted groups
or issuing a new government photo ID (e.g. a-non-driver licence). There are
significant challenges associated with these including high costs, significant policy
change and work to ensure they would be fit for purpose. Any further consideration
of these would require discussions with your Ministerial colleagues.

Subsiding passports for impacted groups

29. Subsiding passports would impact on the Social Development portfolio. It would
require a considerable subsidy (around $130 per person) to reduce the price of a
passport to the level of other photo IDs, such as a driver licence. As evidence on the
scale of this issue.is largely anecdotal, we cannot establish the number of people
who would require such a subsidy and there would be further costs involved with its
administration.

30. We consulted the Ministry for Social Development on this advice. We recommend
forwarding a copy of this paper to the Minister for Disability Issues who is also the
Minister for Social Development.

Issuing @ new government photo ID (e.g. a non-drivers card)

31. There would be high costs associated with issuing a new government photo ID,
including costs related to its development, production and changes to legislation
and guidance that refer to identification documents. Such an approach would be a
departure from the current purpose-specific approach to identification in New
Zealand. There may be potential perception issues associated with a government
photo ID with some people viewing it as a de facto national identity card.

®in the 2017/18 financial year 16,661 people left the Corrections system. From July to September 2018 there
were 51 graduates of the Howard League programme who obtained a driver licence.
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32. A new government photo ID may appeal to a range of the affected groups and the
agencies and organisations that support them. For example, the Department of
Corrections indicated they would support a single government issued photo ID as it
would help them to confirm the identity of prisoners and better prepare prisoners
for reintegration into communities.

33. Anew government ID could potentially impact the Transport portfolio as in other
jurisdictions this issue has been resolved with a card for non-drivers issued by a
government transport agency. The Ministry of Transport and the New Zealand
Transport Agency have raised concerns around the resourcing, policy development
and legislative amendments required for this approach. We do not advise
forwarding a copy of this paper to the Minister of Transport, unless you wish to
consider this option.

Further significant work by the Department on this issue has resource implications

34. As advised in a briefing to you on 24 August 2018, the Department’s.policy function
is facing resourcing and funding pressures impacting its ability to deliver on
Ministerial priorities [IA2018692 refers]. Further consideration.of this issue would
likely require either that, this project be prioritised ahead of other aspects of the
Department’s work programme, or additional funding.

35. We are available to discuss this issue with you at your convenience. There is no time
urgency for doing so.

Recommendations

36. We recommend that you:

a)  note that the barriers faced by people without common
photographic identity documents is a system-wide issue that
impacts several Ministerial portfolios;

b)  note that current evidence is often anecdotal or incomplete making
the size and scope of the problem difficult to confirm;

c)  discuss with officials whether you wish to pursue further work on Yes
this issue;.and
N
d) agreeto send copies of this briefing to the Minister for Disability Yes/No
Issues and the Minister of Corrections.

(o )
A o
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\/ Hon Tracey Martin
Minister of Internzg\ffairs

G 1y
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Appendix A: Indicative representation of how people cannot easily prove their identity to access services
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fWW.ﬁ : Disabled people

|

"

1

Youth transitioning
from care or Youth
Justice

People on release

from prison

ed people and seniors do not
want card as its purpose Is to
prove is of drinking age.

. ] '
' '
Seniors may have stopped . Disabled vog\ have an t Priscners may be released on I Some youth may not yet
B driving and no longer hold a " impairment thal " conditions that mean they cannot drve ' be 18 so not aligible for an
Eligibllity driver licence. 1 arenot el Qv.ﬂ.@@ g OF travel ) 1 18+card.
' \ 1 Itmay be seen as Inappropriate for
1 ot\ 1 Comecticns to assist persons raleased |
! t\ ! with conditiors o abstam from afcohol,
s O | with getting an 18+ card. !
! [
Superannuation may be the | Disabled people are more '
only income for some " likely to be on lower incomes Prisoners and youth may not have a job, income or
Financial seniors sothey are less able and less able tobuy 3 . \ savings to purchase photo ID.
to buy a passport ($180). " passport (5180). "
)
[ . [
1 é '
. - .
+ Those using 2 passpoct may not carry it daily due o its size and value, <0 may not have poto JD when requested.
+ Those using a 18+ card may need to prowide 8 suppocting document so need o take extra prove who they are.
Inconvenience +  Some pecpie do noL hold & birth certifcate and will need 1o apply for one before they can or 80 18+ card.
+  When applyng for an 18+ card and 3 person does not have an exsting photo 1D they need to h they know verify who they are,
Duabled people who have been in residential care and peopic on release from prison may not know or have tamily present i their
life who can do ths. %
| _ SN
1 1
1 :
skills gap Not having the skills and knowledge to access exisiting identification options. For example, a range of people

the
digital literacy to make use of RealMe, and youth tranistioning from care or Youth Justice may not ha: 5:&:«%@

complete application forms or sit a driver licence test.
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Glossary

DIA

Support Organisation

Service Provider

IDAssuer

SDO

Department of Internal
Affairs

Those organisations{hat
support or advocate for one or
more of the customer groups

Those organisations
(goveftnment and private) that
ask people to prove information
about themselves as part of
delivering services or selling
goods

Those organisations that issue
documents that are currently
accepted as proof of identity

Service Delivery and Operations,
a branch of DIA. SDO is
responsible for Identity and
Passport Services, Births,
Deaths and Marriages,
Citizenship, Charities Services,
Authentications, Translations,
Digital Transformation and
Community Operations.



Executive summary

This document describes the process and
outcomes of the research work undertaken
between March and October 2019.

DIA is currently undergoing a transformation
within it's Service Delivery and Operations
(SDO) branch. This transformation is focused
on changing systems, processes and the
organisation so that services can be delivered
in a more customer-centered, joined-up and
effective way - providing digital selfssérvice
options to customers and otheragencies.

The Te Pou Manawa team'within SDO was
asked to look into how. people might use their
information, if it wasuintheir own hands. From
that, the In Person*Proof of Information project
was created. The'team developed a purpose
statementfor.the project:

) \éo meaningfully improve how
people prove information about
themselves in New Zealand

The team knew that in order for the project to
achieve it's goals, we needed to think carefully
about which customers we focused on.

We hypothesised that by understanding the
experience of people who struggle the most
wewould highlight problems that if solved
could meaningfully improve how people prove
information about themselves in New Zealand.

The team narrowed a long list of possible
customer groups down to seven.

* Deaf

* Formerrefugees

* Former prisoners

* Homeless people

* Learning disabled

* Vision impaired

* Victims of family and sexual violence

We chose these seven groups for a variety

of reasons. We felt that these groups would
demonstrate enough differences and similarities
for us to have confidence that we were getting

a somewhat balanced view of the experiences
people were having.

We worked with support organisations to help
us plan and execute our research activities.
Particularly key at this time was the Department
of Corrections, Deaf Aotearoa, People First and
Office of Disability Issues.



With their support and that of other
organisations, we were able to talk directly with
34 people around the country to understand
their experiences of proving information about
themselves.

That resulted in seven high level themes and
several problem statements. The themes.are :

* People struggle so much with getting
services and ID that they give up

* Current forms of ID have'significant
limitations

* People end upfrustrated and vulnerable
when trying to.get the services they need

e OQur servicessexclude the people who need
the most help

e Without help, many people would fail to get
senvices and ID

* \People in unstable or crisis situations find it
harder to cope and keep track of ID

e People avoid applying for services and ID
because of fear and anger

Ultimately we discovered that while problems
dae exist in how people can use id, most of our
participants faced issues even getting an ID
that met their needs. For many reasons, the
documents they were able to access were often
not sufficient to get a service.



Introduction

This document describes the process and
outcomes of the research work undertaken
between March and October 2019.

DIA is currently undergoing a transformation
within it's Service Delivery and Operations
(SDO) branch. This transformation is focused
on changing systems, processes and the
organisation so that services can be delivered
in a more customer-centered, joined-up and
effective way - providing digital self-service
options to customers and othér agencies.

The Te Pou Manawa team-within SDO was
asked to look into how people might use their
information, if it wasinitheir own hands. From
that, the In Person'Rroof of Information project
was created. Theiteam developed a purpose
statement'for.the project:

) \éo meaningfully improve how
people prove information about
themselves in New Zealand
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Research

approach

%)
5%’
Q~

Our overarching approach to the research was

to focus on people who currently struggle to
prove information about themselves. While our
brief was centred around the identity information
held by DIA, it sat within the context of the
Government's commitment to improve the .
wellbeing of New Zealanders and provide a 0@
modern, agile and adaptive public service &h
meets the needs of everyone.

\

We know from earlier work that f y people,
proving something about the ves doesn't
occur very often, and tha; they do have to,

cause they usually
cence, they can still

it may be inconvenien’g b
have a passport or

get services. O

We chose t a universal design approach.
By unders ing and designing for those people
who are tisually left out, we would focus our re-
sear tirely on them. By taking this approach,
Wi create solutions that work for everyone,

qdtjust the "80%"

The aim of the research was to understand:

* the customer experience of proving
something about themselves or someone
else

. how@kers access the information
an&@ cuments they need to use to prove
G’ﬁhgmething about themselves
e different situations in which customers

; need to prove something about themselves

or someone else, and how they do that (what
documents/information they use)

* whatinformation and documents the
organisations ask for, what the purpose is and
what they do with that document/information

Our research methods with customers included
a mix of one-on-one and small group interviews.
We used a number of different techniques

such as card sorts to gather the information we

needed.

We also had dozens of meetings and discussions
with service providers and support organisations
to understand the ID situation from their
perspectives.



Engaging With Our early choice to focus on the people who For eﬂ% these groups we identified
. struggle the most led us to 7 different groups of organisations that might be willing and able to
disadvantaged customers peoglge | group @;"}S it the proect
*  Deaf The organisations we started working with
* Formerrefugees included:
* Former prisoners s’\\O
* Homeless people @. » Office for Disability Issues
e Learning disabled @ e Deaf Aotearoa
* Visionimpaired K * New Zealand Red Cross
* Victims of family and sexual che * The Salvation Army
\ * Department of Corrections
The team agreed on threg @ciples that would * Under the Stars
guide our research appr . e People First
N «  Blind Citizens NZ

1. Don'tcauseh s\uch as reopening wounds * Kapiti Women's Refuge

or making '@p © upset There are many other organisations that we
2. Design,the'research so that people enjoy worked with, all of which were influential in

themé\elves, have positive thoughts about the helping us to either recruit people for our

t and become advocates for it interviews and workshops, or by providing
Q‘he team gets the information needed to input and guidance into how to design and run
6 interviews and workshops.
6 progress the work

The challenge with working with other

6 In order for us to meet principles 1 and 2, we organisations is that they are often under funded

@Q' needed the support of organisations and people and under resourced or their priorities are
Q\ who Iknlow and work with our chosen groups different, so they may not be able to help with
Q~ reguiarty. advice or recruitment support.

10



. wha(ﬁ?of catering you have if you have
There were two methods that were most blihq rticipants,
effective for us gaining the help of the support . ﬂqa'eping safe when working with prisoners,
organisations. First was making contact with e aking victims of domestic violence and the
them through phone rather than emails. We found homeless feel safe
that being able to explain our project in person Q * ensuring you give learning disabled people
helped people understand the value of it beg@ enough time to answer questions or

formulate their thoughts.
* sending materials out early so that people
eone have the opportunity to read and understand
trusted them before the workshop or interview. This

The second method was using existin
relationships. Making contact throu
that the organisation already kne

was very useful for us. \ can include the consent form and information
\ about the project and what they will be asked
Tips for engaging with @@vantaged to do.

customers 5{\\

We carefully considered how to design our
workshops an@terviews them so that we could
meetourt rinciples. Some of the things we
learned Qpay attention to included:

. &ing sure the meeting space is physically
\) ccessible,

* how to arrange and work with a NZSL
@ interpreter,

11
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Who we talked to . g 5 o)
Auckla'nd . Q ®

We spoke to 34 people from across New Zealand. 3DVICtImf o‘f/‘. /. - g 6}'

We chose these locations based on a variety of omestic Violence .@ o y)

factors, with the most significant being where the 000 o]

support organisations could arrange people most Hamilton e Q 99

easily. 4 Deaf é Y XX
000090

% 00000
Manawa.tus\ @Q@Q

4”"‘@9" 000

AN 000
\(b' LKL
s\ L]
5\ Welllngzon
O 3 Prisoners
% ° @ XX 3 Former Refugees
O IXXX lind
b\ 00000 6 Blin
Q\ 000000
6 DO O OO Cchristchureh
Q XX X N 3 Former Prisoners
O o000 00 o0
6 0000000 @
%) 200000 OO
(bcjg YXYXXXXX]
Q@@Q@@Q Dunadin . .
\Q) 000000 . 6 Learning Disabled
< 00000000
Q* 0000000
XXX X)
&
CY)
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Organisations we talked to and

worked with

%)
N
Q~

There are many organisations involved in the
ecosystem that our chosen customer groups
exist in. We spoke to a large number of these

organisations, but our main focus was on working
with the support organisations because we had

worked with people in these groups before. W

wanted to ensure that our research approaclkT

activities would be effective and that the
we talked to would feel comfortable e

open up to us. s\O

The organisations we talked w e shown on
the next pages . (b'
We divided the orga gdns into three groups:

Support Organis@ns
Those organisations that support or advocate
for one or ® f the customer groups

Ser eproviders
T organisations (government and private)

ask people to prove information about
themselves as part of delivering services or
selling goods

y
@%
c’}

ID Issuers
Those organisations that issue documents that
are currently accepted as proof of identity

An organisation may fit into more than one of
these groups, depending on the interaction or
services they provide. For example, Hospitality
New Zealand are both a service provider and an
ID issuer.

13
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C u I‘I‘e I'It I D As long as services need proof that someone is of ID an&drivers for compliance are spread

who they say they are, people will need 'ID". But out acho\ the system and focused on diverse

[ ]
environment in New Zealand today ID is not a right and most olc&t)qives.

options for many people are not good options at ?\

all. Q

The current environment for proving inform ’I\Q
about yourself is complex and confusing fop)-
people and organisations. ’K

The requirement for organisatio erify the
identity of their customers or as grown
over time but options for’p e have remained
stagnant, broadening Ehb ks in the system.

N\
The impact of thi@een passed onto people.
While for many th a minor inconvenience,
others are I(\)& out of services simply because
they cant ge\. e documents they need.

O{E&@tions and people recognise this problem

b e progress is made because the providers

19
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111 em ES After completing the research we analysed QQ)

the information and after several iterations,
developed a set of themes. C}

?\

* People struggle so much with getting . Q
services and ID that they give up 5\\0

* Current forms of ID have significant
limitations KQ

* People end up frustrated andﬁx erable
when trying to get the senk@ hey need

* Our services exclude t eople who need
themosthelp ’\

e Without help, m Qople would fail to get
services and Q

* Peoplein table or crisis situations find it
harder@ope and keep track of ID

e People avoid applying for services and ID

tb@ﬁse of fear and anger

following pages describe each of these
themes in detail.

%
%

Q.
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People struggle SO much * The system is complex and can trap people in
With getting services and ID situations they can't get out of
. * Information and forms are hard, especially for
that the)’ give up people with low levels of literacy or English to
understand
* Getting ID takes too long and is too expensiv6

for lots of people 5‘\\'

People talked about the significant cha@ges
they face when trying to get servi )
including; the complexity of proc , difficulty
understanding information, and\the time and cost
required. While most peopl overcome these

3 not. Unable to

en start it altogether,
strated, vulnerable, and

disheartened.

The proce&Q' 0 get services are over-

compli &ed and often require a high level of
comprehend. Some people can find
tion, but they are unable to understand or
it for effect. Others have physical barriers

All the unnecessary \Q(b' It got unrealistic,
questions do my < so | just walked
head in! Q‘ out

- Former Prisoner - Victim of family violence

22

that | C@ their reduced ability to read or write
in Ehgli (e.g. they are Deaf) or have language
e}}[iers or learning difficulties such as dyslexia.

People told us that the time frames for getting
documents are too long, and the costs are too
high, particularly when you consider the entire
process. It isn't uncommon for people to have

to start from scratch, which means applying and
paying for a birth certificate before having photos
taken, arranging identity referees, and only then
can they apply for photo id. Then they can apply
for the service that they need.

The requirements of some services can trap
people in a catch-22 situation — where they are
unable to get one thing without another. For
example, a Deaf person needed hearing aids to
get ajob but had to have a job to be eligible for
hearing aids. Other people spoke of needing
photo id to get a new driver's licence.

| had the worst time of
my life when | tried to
open a bank account
when | had nothing

- Victim of family violence



Current Forms O'F ID have * The best ID is convenient, high confidence, Peopl cgaerally prefer using their driver licence
signiﬁcant |imitations easy to get, and affordable. beth(s it's convenient to carry, relatively cheap
 Eligibility is dependent on the documents a‘égplace and widely accepted. They are less
primary use ikely to carry a passport with them because
* It's frustrating that ID isn't consistently the size is inconvenient, or it's considered too
accepted valuable to risk losing. People tended to use birth
< O certificates only when they had no other option.

N
People told us that current forms of ID hav \ They can be viewed as precious or sentimental

limitations that make it difficult for the so they are usually kept in a safe place, which

access services. People want a si "D hatis may be inconvenient to access when the time

easy to get, convenient to use, a rdable. comes where it's needed.

While service providers simply ID they can

trust and that gives them t formation they Most identity documents have eligibility

need. ‘\ requirements related to the document’s primary
’\0 use that can prevent people from getting it. For

Often people are what documents they example, to be eligible for a Kiwi Access Card

need and do not rstand why they need you have to be over 18 years of age, preventing

to provide ce t@ documents. Some identity younger people from getting one. Eligibility for a

document@accepted for one thing and not driver's license is dependent on a person's legal

another, ‘@ile some aren't recognised at all. This right to drive, so if they lose their license, they

Ieav@ople frustrated and confused. may also lose their main (and sometimes only)

Q form of ID.
O
O

%) :
The only problem %) Iwouldn't carry S
is that they won't my passport, if | peop
\@ lose it. I'd have to don’'t recognise the
accept them <& ’ Ref Certifi
Q~ pay another lot e ugee: ertificate
of money of Identity

-Learning Disabled person

About using the Kiwi Access N
Card - Learning Disabled - Former Refugee

person

23
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People end up frustrated « Having to retell their story makes people feel

and vulnerable when trying frustrated

. * People have to repeatedly prove their disability
to get the services they need to multiple organisations

* The inaccessibility of services mean people are

forced to share private information

,‘QO
Itis very common for people to have to (b.
prove information over and over to mul@
organisations and agencies to acce "ﬁ rvices.
This happens even when people@vith the
same organisation every year, ample to
renew a benefit. People feelfrustrated and angry
because they have to ke > tifying their need,
especially when the jon:{ understand why. For
some peoplein aci&t situation or living with

e

a disability, being d to repeat their story

highlights tﬁa'l\@fference and can feel degrading.

&

\}Q
I need help to read 6@6
documents, but
there's some stuff \®
(like medical info) <
you don't want
others to see

- Blind person

It makes me feel
smaller than small

- Former Prisoner

Peop%t to live independent lives and
ser‘hg that are inaccessible force them to rely

ﬁgther people to help them, undermining their

ependence. Sometimes this can mean that

they have to share information with the other

person that they wouldn't normally. Examples we
heard were medical test results that were sentin
pdf format that a blind patient couldn’t read, so
had to be read by another person, and learning
disabled people who have to share income
information with their support worker in order to
apply for a house.

It's annoying and
frustrating to have

to keep proving

I'm Deaf, like I'm
magically going to be
not Deaf anymore

- Deaf person



Our services exclude the
people who need the
most help

So I'm told by my social
worker - 'well you don't

have a birth certificate’ \Q(b'
- which in your adult <&
world kind of makes meQ‘
illegitimate

- Oranga Tamariki
child in state care

6\}

* Some organisations don't make use of services
that support people with disabilities

* Some people's circumstances are so different
that we struggle to help them

» Staff are not trained or supported to help

A lot of the people we talked to often fall out{'\'
the 'main’ flow of a service. People talked

about being prevented from interactingmwit

an organisation because itisn't able al

with their particular needs. For e e a Deaf
customer who was not allowe e the phone
relay service for deafora N interpreter. Vision
impaired customers talk ddbout websites with
fillable PDF forms th@{{\ can't complete with
their screen read

\\S\Q

<
%,
®

They said 'no, we'll
just use pen and
paper’, and it just
didn't work

- Deaf person
About asking IRD to
being an interpreter

We h@oout people who had couldn't be
iderﬁﬁq in the normal ways because they had

social footprint. Examples are a learning

?\' abled person hidden from society by
P

rotective parents, a women escaping domestic
violence who had recently returned to New
Zealand.

Sometimes the staff that deal with people in
these types of circumstances lack the tools

and techniques to support people through
challenging situations. Often people felt the
advice they got was contradictory or confusing
leaving them frustrated. People talked about how
not getting what they needed led them to acting
outside the system, which could be expensive
and left them vulnerable to exploitation.

Some people may
not have a social
footprint because
they're hidden
from society

-1HC
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Without help, many people

would fail to get services

and ID

* People need help from friends and family to
apply for services

* People need help from support organisations
to apply for services

* Agencies are setting up systems to help in thelr
care get ID and services

* People work around the system to help oth@

The people we talked to expressed hov@
important support was to them bei o get

the services and ID they needed.
relied, to some extent, on the
and family or support orga tions to help them.
This could include financi: pport, help to
understand and mte;& formation, to navigate
the system, or to orms.

people
rt of friends

Accessing services
with an interpreter is
a good experience,
without an interpreter,
| wouldn't even bother

- Deaf person

Som% the level of support provided is
dep@q nt on the staff or case manager that

eone deals with at an organisation, with some

ff going above and beyond to help people get
what they need. Many small work-arounds exist
but they are largely built around trust between
individuals. Examples of agencies setting up
systems to help people in their care get ID and
services exist but they are often limited by the
system and scope.

It is clear that many of the people we spoke to
would not be able to get ID or services without
some sort of help, with many saying there would
be no pointin trying, or they would have given up
and ‘walked out' if they had to do it on their own.

If it wasn't for them
(PARS), I'd be dead on
the street, frozen!

- Former prisoner



People in unstable or crisis People who are living in stressful situations qu(l/
situations ﬁnd it harder to often lack the ability to cope with situations that '\

on their own seem quite straightforward. Even
cope and keeP track of ID people who at a different time in their life might O

find a situation easy to deal with can struggle ?\

under the compounding weight of several

significant events. The complexity of someo%@

circumstances also impacts their ability to

track of things like ID, especially if they an
unstable situation. For example, h Ss people
move around a lot and their 'stuff en nicked'.

Often women who flee a \fi \u situation leave
everything behind. We h f women who left
i thes for their kids

with a rubbish bag f
and nothing for t es. These women have
to rebuild their liv om scratch, while trying to

hide from tsh&\@rpartner.
&
N
O

%Q) Women in crisis don't
. . (b. h th tal
All | had with me is @ You can't focus ave : e menta _
my birth certificate Q} on anything but capacity to deal with
Q~ . government or onliné
survival
forms

- Victim of family violence -Homeless

— Women's Refuge staff
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People avoid applying for
services and ID because of
fear and anger

Some women have a
real fear of Oranga
Tamariki, Police and

Health Services Q‘

- Women'’s Refuge staff

28

* People actively avoid organisations that they Peop ressed resentment at the way they
feel have treated them badly are asked to jump through extra hoops to get

* Some people miss out on services or have to B{yices or are denied services because they
meet harder requirements because people éﬁbjudged more harshly based on of their
judge and don't trust them ?Eppearance or background.

* The thought of applying for services is so sc
and overwhelming that some people wou%
rather just be in prison (b.

Applying for services and ID can be §I;nging
and intimidating experience for eople. This
is exacerbated when previoush\ ractions have

been terrible experience§. \ome cases, people
chose to avoid the very isations - like Work

and Income and the% - that exist to help

them. O

\‘S\Q

3
\}Q

Il want to be seenas a
migrant not a refugee
- (in employer's minds)
migrants have skKills,

refugees don't

Some ex-prisoners
think it's easier just
to go back in jail

- Salvation Army staff
- Former Refugee
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Pe I‘SOI'IaS and Based on our research, we created a set of qu(l/
N

personas and journey maps. Their purpose

j o u rn eys is to help people build empathy and start to \
understand some of the challenges that these CJ
groups may face when trying to get services. ?\

For each persona, there is a journey map whic%o
highlights some of barriers we identified for ﬂ%t
group. Some of these barriers are releva 0ss
everyone, such as time and cost, whil rsare
related to more specific circumsta ,

While our personas and journ%are designed
to represent the challengeé} ple may face,

they can't reflect ever r every situation. It
is important that thﬁonsidered as aset, as
some barriers may be shown for one group,
but will be ver @ant to arange of different
people and s‘o@ons.

B.T t page shows a sample of two of the
pe@ as and journeys.

The fuliggbf personas are attached in Appendix
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Future state

Design considerations
The team identified some design considerations
that should already be known, but are vitally

important when designing a service for people in

our target groups.

)

W )

Literacy S\O
Language must be plain, no; oﬁb&r people

with low literacy, but for pe with English as a
second language or witl@e ing disabilities.
N

K
oV

Use of imagery

Picture d simple icons are a key way to
com cate your message for those with
le g disabilities.

Translation é

Consider translating information into New
Zealand Sign Language. It can't be assumed that
deaf people understand written English as they
may have never learned it and sign language is
grammatically very different.

y
,\0323
O

?\

oz,
al

Interaction design

Consider motor skill issues and learning
disabilities when asking for certain actions. For
example, some people on the autism spectrum
dislike having their photo taken. Other people
with motor skill issues may struggle to take a
photo themselves.

Assumed knowledge

Some deaf people may lack the knowledge

that hearing people gain simply by beingin an
environment. For example, they don't necessarily
know that they need to keep themselves safe
online because that information hasn't been
targeted at them. This means that you may have
to explain more than you expect about your
service.



Vision

%
%

Q.

%)
,06

Based on our research, the best ID is convenient,
high confidence, easy to get, and affordable.

SV
N

?\

o — \O
a— (be
Ideally, eligibility for ID is not tied ﬁ@;ibility
for anything else and therefore@?’ be taken
away from people. People eable to getor
replace this ID easily, wh they have physical

documents or not. s;\‘\\(b

O

Ou arch showed that while some people
ome issues with using ID documents, the

6v t majority of participants struggled most with

getting a form of ID that organisations trusted.
The future design of an ID should consider how
people can get ID, as well as how they use it. It
also needs to consider how the ID is issued, and
how organisation that needs to consume it can
do so.

&>
D (ol

Any ID solution should also be able to be used in
both a physical and a digital channel. While many
organisations are offering services online, there
are still a significant number of services that
require physical proof of identity. This is often set
out in legislation which means the likelihood of it
changing in the near future is small. Organisations
should also be able to easily validate information
to the degree their business requires.

Whatever form the ID is available in should be
accepted by organisations on it's own, much as
the passport is currently. Any solution should not
provide another secondary form of ID.
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N eXt Ste PS The next steps for this work are to: '\g

* Develop a plan for idea generation with

customers from our target groups \
* Co-develop combinations of ideas into 0
concepts ?\
e Testconcepts Q
* Further refine and test concepts ’\O

In addition, the team will continue to re

approach taken during this resear and
will share the approach and outc W|th other
agencies and departments
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Appendix A - current documents used for ID

Widely Accepted
NZ Passport e Itistrusted on its own Expensive to get 2.9 million Ad.ult -$191
Inconvenient to carry Child-$111
Too valuable to lose + cost of photo
Some people are ineligible
NZ Driver Licence . Convenient to carry Supportlng eVldenCe IS reqUIred Unknown $93.90
«  Low cost for learners Access can be restri
Must pass a hea nowledge test
NZ Firearms Licence Expensive to get 250,000 $126.50
Inconvenient to carry + cost of photo
Too valuable to lose
Some people are ineligible
Must'pass a knowledge test
Overseas Passport e Most people arriving in NZ Qa need a translation Billions Varies greatly
have one t accepted everywhere depending on
Inconvenient to carry nationality
Immigration status may also be required
Limited Acceptance
Kiwi Access Card . Accessi_ble to almost everyone Supporti_ng evidence almost always required Unknown $55
: Egvr;\::eons:tent to carry Only available to those 18 and over + cost of photo
OJ
International . Conveniemv%%rry iupporting (:)vidence is gften requirzd Unknown ;/aries 3reatly
. . ccess can be restricted or remove epending on
Driver Licence \@ Must pass a health and knowledge test nationality
~ O
NZ Certificate of Certificate of
Identity, Ref e Trusted because they are Not widely recognised because they are only Unknown er |'|ca eo
entity, Refugee : : - P Identity/Refugee
government issued issued in specific circumstances
Travel Document, Only available to refugees or people who Travel Document -
Emergency Travel have lost their documentation $111
Emergency Travel

Document

Document - $530



Very Limited Acceptance

Student ID

Birth Certificate

Community
Services Card

Super Gold Card

Civil Union or
Marriage Certificate

Electoral Roll Record

Citizenship Certificate

D

Convenient to carry
Low cost

Low cost

Free
Convenient to carry

Free
Convenient to carry

Evidence that an event
occurred

J
ree ®6

Q}Q}

Evidence that an event
occurred

L]

@)

Accessible to students only
Only accepted as supporting evidence

Inconvenient to carry ‘
Only accepted as supporting evi except
in unusual cases ;\}

Stigma attached for'some people
Only accepted as'supporting evidence
Must have low.income

&
Q%}gttached for some people
@I accepted as supporting evidence

st be over 65

Inconvenient to carry
Must be married
Essential for some people

Must be over 17
Only accepted as supporting evidence

Unknown

3-5 million

800,000 -1
million

800,000 - 1
million

Unknown

Millions

Free - $50

$33
+ $5 delivery

Free

Free

$33
+ $5 delivery

Free

37



Appendix B - Personas and Journey Maps

video calling supported
Deaf is my ethnicity

struggles with literacy

social isolation capable
forms are challenging
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PERSONA 1

Literacy level

Low High

Digital capability

Low High
Ability to cope

Low . b 'High
Attitude to privacy

~ @

Unconcerned Concemed

Confidencein interacting with services

Low High

I'm not just
magically going
to be not deaf
anymore

Celine is a 47 year oldwoman who lives
in Whangarei with her2 children. She is
married to her husband of 3 years, Jason.
Celine and Jason,are both Deaf.

Growingiup, Celine struggled at school
becaugéshe couldn't communicate very
well with her teachers and classmates. This
means that she struggles to read and write
English very well. She's happy that she
took the time in her teens to become fluent
in New Zealand Sign Language, and wishes
that her parents had helped her learn it
when she was younger. Now she realises
that NZSL is very different to English, so
that's why she struggles to read, write and
understand information.

Celine relies heavily on her sister (who is
hearing) to help her with understanding
things - all of Celine’'s mail is sent to her
sister who reads it and then tells Celine
what she needs to do. This is working really
well - Celine has been able to keep on top
of her bills because she now understands

| can't read very

well because |

them better. Celine and her sister live close
to each other and they video call every day.
Celine loves that she can have a phone call
with her sister and be 'heard'.

She and her husband keep to themselves
most of the time, being out in the world is
exhausting! This means they don't have
very many friends, especially hearing
friends.

Celine was married before - the father of
her kids is hearing. She found the marriage
difficult because of communication
barriers and eventually they divorced. They
manage to parent the kids together, but
that hasn't been without its challenges.

Recently Celine has been looking for a job.
She would like to earn her own money, but
isn't sure how to go about finding or getting
one. Her Work and Income case manager
tells her about Workbridge, so she decides
to try that.

couldn't use sign
language in school



CELINE'S JOURNEY cCelineis trying to get a job but her Deafness and low literacy are making it a
bit challenging. Luckily she is well supported by her sister and has pretty good
access to sign language interpreters. Having to constantly prove she is Deaf is
frustrating and time consuming.

m
“This is@
confusing, Il check
with my sister to make
sure I've gotitright.” )

o)
o

that I'm deaf

Website is confusing
for non-English
speakers

""‘j:,;"s‘ !
confused

She and Megan investigate

‘Lol funding options through
exc! e Workbridge website for the
interview and ongoing work
Celine is successful in support

getting an interview so
books her usual interpreter

Celine’s sister, Megan helps
her apply for a job

N
= 12 ths

o ¢ e Celine @
harfy P ® new job

happyfor the next
1 hs
Q
‘ O
' o
to go through

wevyous

—L_
Celine attends interview with W

her interpreter and nails it

L
® e whole process
o
o
D Re-proving her
e & o 2 o disability
$ [ 5 v
§ $ A
She completes the job
support form again, got
— N\ the doctors letter and her
She has to re-apply for s drivers licence.

the next 12 months
offundingfor | Erustrated
interpreting services

Celine recalls that she needed a
doctors letter last time, but has
lost it so she gets a new one

KEY
%(L A Painpoint

Werane . pass"-g of time

Relying on her sister for
printing and copying

After Megan copies e ‘
Celine's driver's —~
licence and prints the

application, everything

is sent to Workbridge

Spending time and
money to prove
disability

Celine goes to her
doctor to get a letter
proving her deafness

Lrustrated

“Ihope I can
get this sorted
in time for my

She emails her application
including a copy of ID and
letter. Application for funding
is approved.
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e english resilient grateful
former refugee

anxious Unsure defermined
provider adapiable hopeful

discrimination unfamiliar

PERSONA 2

Literacy level

Low High

Digital capability

Low High

Ability to cope

Low High

Attitude to privacy

Unconcerned Concemed

Confidence in interacting with services

Low High

The Red Cross
person stayed
all afternoon
and showed us
around

Nurul is in his late 30s and lives in
Palmerston North. He is a Muslim .Rehingya
from Myanmar who has recently arrived

in New Zealand. He and his(wife have a
daughter who is now 3 andyanother child
due in 5 months’ timet

Fleeing persecution in Myanmar, Nurul
spent the last 8'years in a refugee camp in
Malaysia. While he was in the camp, Nurul
met hiswife and they got married. Their
eldest ehild was born in the refugee camp.
Nurul worked illegally doing whatever work
he eould find to support his family, but was
often stopped by police and had to pay
bribes.

The family were registered with the UNHCR
and eventually chosen to be resettled in
New Zealand. Nurul had never heard of
New Zealand before, but after looking it

up on his phone he felt very lucky to be
going somewhere that looked so peaceful.
Before the flight, the family were all issued
with a NZ Certificate of Identity which
included their photo and visa.

The family spent their first six weeks in
New Zealand in the Refugee Resettlement
Centre in Mangere. There was a lot of
adjusting required, but it was the first
time in a long time they had felt safe and
welcome. Nurul only speaks Rohingya and
some Bahasa Malaysia he learnt while in
the camp, so he struggled to communicate
with staff when he needed help, but Nurul
is confident he'll be able to overcome the
language barrier with time.

Nurul and his wife were very excited when
they were taken to their new house in
Palmerston North. It was clean, had two
bedrooms and came furnished. While Nurul
feels very appreciative of all the support
that has been given to him and his family, it
has been tough adjusting to a new culture
and environment. It's a lot colder than
they're used to, many things are unfamiliar
and Rohingya interpreters aren't always
available. However, Nurul is determined to
improve his English and find a good job so
he can continue providing for his family and
help them thrive in their new home.

When my friend went
to Wellington she went
hungry because she
couldn't speak English



Nurul is setting up a new life for him and his family in New Zealand. With almost
no English and no knowledge of how things work here it's challenging. However,
with a determined mind-set and lots of help from Red Cross life is looking rosy.
Having his only form of ID constantly questioned is a barrier.

NURUL'S JOURNEY

“So awesome to
find a Muslim
midwife!”,

“What an amazing
thing to getfor

explain what
aCOlis

“So lucky to come
to such a nice
place”

o
- =g

excited

.

asse}

Red Cross and an
interpreter help them
enrol their daughter at
kindergarten

Arrived in
Palmerston North

Irately)
Friends help them fill
out lease form and
suggest they go to Red

.'_? Cross for help with

' getting proof E 0

Having to
provide a
referee

£
They contact Red ted
Cross for help and the

support worker acts as
areferee. They print the
bank statement

Why do we have
to explain this
everytime we use it?

Have to

aCOlis

Red Cross and their
interpreter help them
enrol with a GP

S They are finally accepted.

The landlord asks for ID, but
their COls have expired and
he doesn't accept them

Have to apply
for a new
form of ID

Nurul decides to apply for a
Kiwi Access card because
it's the only photo ID he can
get quickly

explain what

Lrustvate

Y K@
«\o

1—

Interpreter can't
make it so have

to reschedule

e L N X
annoyed

Red Cross tries to

help them enrol with

a midwife, but the
interpreter can't make it

Former refugee
friends say it
happns all the
time

ANGRY &

JUDGED

Nurul is rejected by
landlords numerous times

“I'm worried we're
going to miss out
on the house”

He has to wait for 2
weeks to get his Kiwi
Access card

KEY

A Painpoint

«+++++¢ Passing of time

Current
house is too
expensive

Two years later they
start looking for new
accommodation with
help from friends

“I'm so pleased
we ‘ve finally got
ahouse”

RELIEVED!
All documentation and

bond are given to the
landlord and are accepted
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Hana

PERSONA 3

paSSive ready to move on
drug problem  state care

prisoner a it dysiexic
needs a little help
distrusts government

42

Literacy level

Low High

Digital capability

Low High

Ability to cope

Low High

Attitude to privacy

Unconcerned Concerned

Confidence in interacting'with services

Low High

Doing this the
straight way just
sucks arse

Hana is a 40-year-old woman from Lower
Hutt, who is currently serving a prison
sentence in Arohata Prison.Hana's release
date is in 12 weeks' time,.so,she has been
going through the prisonis'reintegration
programmes to helpshes'prepare for
release.

Hana is a mother to 6 children, who are all
in state care.Having been brought up in
state care herself, she believes taking her
children*away was a mistake, and resents
Osranga Tamariki for it. She lacks trust due
ta.being failed by the system in her past
and has little confidence interacting with
government as a result.

Before prison, Hana found it hard to keep
on top of things. Her relationship lacked
financial and emotional support, and she
was often left to sort things out on her own
with no one to turn to for help. Constantly
feeling out of her depth led Hana to adopt
destructive coping mechanisms. Hana also
lacked support when she was growing up,

I'm focused on
being well and

and has mild dyslexia so has struggled with
literacy throughout her life. The only device
Hana had before prison was a smartphone
that she used to message friends on
Facebook and play Candy Crush.

Having a long history of substance abuse
led Hana to be convicted for injuring
someone while drug driving, losing her
licence. She has gone through numerous
rehabilitation programmes in prison,
including the Drug Treatment Programme,
to help her overcome addiction and stay
sober.

Hana has a good relationship with her

3 youngest children, who visit her in

prison regularly. They are her strongest
motivators and encourage her to sort her
life out and stick with sobriety. Having
been in and out of prison multiple times,
Hana feels as though she’s finally ready to
move forward with her life and focus on her
health and being there for her kids.

enjoying the life I've

got left



Hana is getting ready to leave prison for hopefully the last time. A life of drugs,
losing various battles with the government and struggling with dyslexia means
that sorting out things like ID and bank accounts is hard. But she's lucky enough
to get extensive support from Corrections, so she's almost ready to take her
second chance.

HANA'S JOURNEY

“Ifinally got in,
this is exciting!”

R RN

— Missing out
C— Abecause of
her age
The programme prioritises

younger offenders, so she
misses out and has to wait

Another programme becomes
available, she gets in because
she's near release

intevested
Hana hears about

programme to get driver

licence and tell case

manager she's keen

‘It's scary answering ‘
~ $~ . 1 B
L Ay te A
Case manger takes Hara aon
guided releaseto get bank
account, brifigDh/BC from
property:

“I'm excited to buy a
bag to put this in.” PN They ask Hana questions and
get her signature, then copy
(o) g her ID
[on) d
)

VERY HAPPY

Hana's ATM card arrives in

the mail, case manager puts
itin property

n °) Has to set the
’ \ ) PIN in person

Case manager takes Hana on
auided release to add a PIN

KEY

A Painpoint

«+++++2 Passing of time

“These questions are
confusing, I'm probably

going to mess itup”

Struggles with
N A reading and writing
@ because of dyslexia

Wnsuve

Hana finds the form hard Z
to understand, so gets a %

Case manager orders friend to help her A\
Hana's birth certificate .ﬁ
and gives Hana the driver N

licence form to fill out

Case manager sends
the application and a
copy of Hana's birth
certificate to AA
-2
L ¥ /
Driver licence arrives and @ ) ) 5
case manager putsitin [ ] ° PY "I‘,r_n g;ad; ve gota /
iend who's good
property ¢ g ® with this kind of stuffl”
_____STokKED
ofan ~
C “Woohoo!” ) 1‘?
“ S % 4
"% <
- nevvous
She sits the test and passes, Hana's friend helps her read
AA takes her photo for the the road code and study for
licence the test
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Niko

cautious ANXIOUS forms are hard

former prisoner

wants to look able depressed
overwhelmed :iariing over

awunies yOmMeless
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PERSONA 4

Literacy level

Low High

Digital capability

Low High

Ability to cope

Low High

Attitude to privacy

Unconcerned Concerned

Confidence in interacting with services

Low High

The hardest

thing about being

on the streetis
losing someone
every year

Niko is a 19 year old man who has'been
recently released from Tongarire prison.
Since being released, Niko has been
without stable accommodation and is
begging on the street.and-sleeping rough
in Tauranga city.

Growing up, Niko didn't have much support
from his mether — a single parent working
two jobs:He-learnt to look after himself
froma‘young age and preferred doing
things ‘on his own rather than causing
stress by asking for help. When Niko was
167 his mother started a new relationship,
which caused a lot of tension in the
household. This resulted in Niko being
kicked out with nowhere to go, becoming
homeless.

Niko wasn't able to make much money
from begging on the street, and couldn’t
see any way out of his situation. He didn't
know where to go for help, but just wanted
some money to get back on his feet. This is
when Niko started making small burglaries,

which he continued until being caught a
final time when he was sent to prison.

Struggling with anxiety and depression
can limit Niko's capability to do things.
During his sentence, he responded well

to group therapy and benefited from the
programmes that helped him manage his
mental health. Now that he is out, he's
feeling lost and his mental health has once
again declined.

Niko was able to couch surf with people he
knew in the region for the days following
his release, but is now back on the street
sleeping rough. He feels as though he is
back in the same dilemma as he was before
prison. Even though he hasn't had much
experience interacting with government in
the past, he knows that's where he'll have
to start. But the thought alone is almost too
overwhelming for Niko to go through with it.

There's a lot of help
out there but I'm
not getting any of it



NIKO'S JOURNEY

Niko is trying to go straight after leaving prison. But with no ID, and significant
mental health and trust issues, he can’'t cope with the government agencies that
might help him. Instead, he is begging, sleeping on the street and relies ona
charity for food and support.

While in prison, Niko
develops a plan for how
he’ll get back on his feet
when released

“1don’t understand and
asking for help will

make me look stupid”

Lack of
@ accommodation
-

Aisappointed

Niko gets released from
prison with a Prison Release
Form but no accommodation,
so he spends his first night on
the streetin Tauranga

® 9
@ (@)
O
} SATURDA a
/ 6weeks | O w
@ : wevvous
PY He returns to the charity every @
Saturday for six weeks
® o Q

@
Y
} com#ov(—nble

Eventually he starts talking to one
of the charity workers, Tracey,
and tells her about his situation
and that he’s lost his only ID, the
Prison Release form

\"

Qot having an

address to send
this to

. \%e{lud
Qp Tracey orders a birth

certificate for him, pays for
itand uses her own address
for delivery

He finds out the requirements
to get Jobseeker support,
decides it's too hard for now

= &5

“How am | supposed
to get my money?”
- Complex
o application N
process B

/- w ’-

o/ Wevwhe’med

o —

\ - :;;.—.l
wistvust-ful ~
about a charity for

ts a meal, clothes and a blanket,
is too shy to talk to staff

in
{m s people. He goes and
e

No safe
Aplace to keep
documents

She gives Niko a laminated
copy and keeps the original
with the other homeless
people's certificates at her
house

I
="

| D——
stoked

ork and
gets his Steps

vesigned
Niko links up with some friends
who live on the street. He sleeps
rough again and starts begging
during the days

“I'm just going to get
turned down again
so why bother™

D
ped

o
e
ey

amxi

Tracey has gained his trust,

so tries to get him to go
back to Work and Incom
but he's not ready

b

»+++++% Passing of time

‘I got this from
Corrections and
they won't even
take it!”

Government-
issued ID (Prison
Release Form)

—_not accepted

cvushed
He goes to the bank to to
try to cash the cheque, but \f
they won't accept his ID ‘

\7
a_B

ANGRY

A J
LS He goes back to Work and
Income, gets angry with
the security guard and is

kicked out

“1 have my birth
certificate, but what

Complex
application
process

r
\;;-:mz—’

Niko is dejected because
after all this time he is still
on the street and begging
and can't see how he is
going to get out of this
situation

e
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Sarah

positive needs support
becoming independent

learning disabled

over-confident isolated
noive  family oriented

forms are hard
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PERSONAS

Literacy level

Low High

Digital capability

Low High

Ability to cope

Low High

Attitude to privacy

Unconcerned Concerned

Confidence in interacting with services

Low High
S

2>
' My family

supports mein
everything

Sarah is a 23 year old woman from
Dunedin, who has recently movedout

of home to go flatting. Sarah's learning
disability can make it hard\far her to do
things on her own, but with'bit of support
and determination,sheis able to live a
fulfilling life.

Flatting with-her friends has been quite

an adjustment. The flat isn't as nice as
home, there’s no internet and cooking has
been axchallenge because she gets hand
spasms. Sarah would like to go out on her
own more, but the full buses and unreliable
schedules cause her a lot of stress, so she
avoids going out when it's busy.

Sarah's support worker, Christine,

has been a huge help in her gaining
independence. Sarah's disability makes

it hard to understand complex forms and
information, but with Christine’s support
she was able to apply for the flat and even
got a new volunteer job at the SPCA. Sarah
has struggled to manage her finances

and a few times has spent all of her money
on unnecessary stuff, with nothing left to
pay rent or bills. Christine is helping Sarah
get back on track with her money and to
understand why budgeting is so important.

Christine has gotten to know Sarah very
well over the past 2 years of working with
her, and visits three times a week to help
with things like appointments and grocery
shopping. She knows that Sarah prefers
doing things in person and isn't confident
online as she hasn't had much exposure to
the internet.

Despite the struggles that come with
managing a learning disability, Sarah has

a very positive outlook on life. She enjoys
spending time with her family, doing physio
at the pool and also attends a music group
with other learning disabled adults once a
week. Sometimes Sarah's ambition to be
independent can lead her to overestimate
her ability, but she is working on managing
her disability and knowing her limits.

Computers aren’t

easy to use

because of the

buttons



SARAH'S JOURNEY sarahisworking on gaining independence and wants to get some ID. Her
learning disability makes it hard for her to read and understand information on
her own, but with the help of her support worker she is able to fill out forms and
get services. However, limited time with her support worker each week and the
time it takes for her to properly understand complex information makes it a
challenging process.

“Idon’t understand
all these long words,
this is confusing!”

D
fon) Text is too small
o and language too
complicated
“It's going to take me 5\} L 2,
forg,vetrto save all ovevwhelme A pd
at money.” o
Limited by what Sarah is shown the form and gets
ID she can get (;_‘) COSL time it No internet or confused and overwhelmed. Her L
takes to save printer, support K support worker calms her down ::::;stt‘;n'?alvt)e
. money worker hast and explains what is required i
9 ~ it at work X
Ca P
optimistic k’ é hopeful ' \d
Sarih needs Il;i:ter: Sr(?p,o rt Sarah has to save $80 for the KA.C Support worker dovunl% Sarah finds a power bill f°".
\zlcor er SéfgeK A Ce wi and photo, but her support worker prints off KA.C ap at her proof of her address. Luckily
h ceﬁs rd(KAC)asit's suggests starting the application work to take t ppomtment her support worker has
the cheapest option process as soon as possible with Sarah I hope this bus ride k"ctow" herfover ayear so can
actas areferee
will go smoothly ™
i
Limited time with Accessing V4
@ ®e0 @ support worker birth certificate /\’\
o9 ) and cost of
®ceocoe0 2 weeks & ®e A B transportation
) | Sarah's other appointments K w
yd take priority so it has been = -
™ 5 2 weeks since they started Q anxious
- fillng in the form Support worker helps Sarah Sarah makes her way to her
begin filling in form, they don’t parent's house to get the birth
get far before she has to go so certificate

will have to finish next time

Limited time with
support worker

o 9

L
. - ®

= o @ -

thawkful ° \ ~

They continue filling in the @ 6 [@ < E ACOSt

- Q - A
o Sarah s close to having the
money saved up that she

form with support worker
® @ decides to take $10 out

explaining each step until
they are finished

of her $60 food budget to
make up the rest

happy

Support worker takes Sarah to
the pharmacy to get her ID photo

Cost, Dunedin
post shop doesn't
do photos

Time it takes
to arrive after

Costand N
applying

limited support
worker time
I S —

v hoppy
They take the completed Two weeks later, Sarah's
form, birth certificate, photo K.A.C arrives in the mail
and proof of address to the
post shop to pay and submit
application
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Harry

PERSONA 6

social curicus tech savvy

outgoing blind caring

independent frusirated

needs accessible services
cautious

Literacy level

Low High
Digital capability

Low High

Ability to cope
Low High

Attitude to privacy

Unconcerned Concerned

Confidence in interacting with services

Low High

| hate telling
people that

| can't see
because it makes
me vulnerable

Harry was born blind in Masterton60 years
ago. He's lived most of his adultlife in
Wellington where he met-his wife (who is
sighted) and raised hisithree children.

Harry works as astutor helping children
with reading. He started this work because
he believes.that even though he is blind,
he can help.children improve their reading.
His blindness is often an icebreaker with
new Kids, and shows them that anyone can
learn to read.

Harry uses public transport a lot, which

he enjoys as he meets and talks to a wide
range of people, but he usually avoids
travelling during peak hours as the crowds
and noise can make it harder for him to
navigate. Harry knows his bus route very
well, but he still struggles sometimes to
find the bus stop. There are simply too
many sign posts and he can't tell which one
is for the bus stop.

He likes being able to use his Total Mobility
card as his snapper card, it means he can
carry one less card. Occasionally Harry is
asked by the driver why he is travelling on
a child’'s fare. When this happens, Harry
waves his cane hoping the driver will take
that as the proof that he's blind. On rare
occasions this doesn't work and Harry has
to pull out his Blind Foundation card to
prove that he is blind.

Harry is fiercely independent; he can do
almost everything himself and doesn't like
relying on his wife or kids. However, he
does sometimes have to ask for help as
many services are not accessible. Harry is
a big fan of technology; he uses a screen
reader on his laptop and Siri on his iPhone.
The one thing missing though is a Braille
reader. Harry is very keen to get one soon.

I need help to read
documents but there's
some stuff (like medical
info) you don't want

others to see



HARRY 'S JOURNEY

Harry is trying to buy a new braille reader online, but his vision impairment
makes researching different options difficult. Harry prefers to figure things out
on his own rather than asking for help. Many websites aren't screen-reader

ID to apply for various companies.

He uses Siri on his iPhone to

braille reader
Harry is thinking about
getting himself a new braille
reader for his 60th birthday

Time it takes to
travel to a branch

e

He then decides which bank to
go with and tries to apply online
but finds that he needs to go to
a branch to prove his identity

L

~
\ %
2 \@
@ ; " \
AKV\OYCA back home

Harry goes to the bank with his
Kiwi Access Card (K.A.C), proof of
address, and birth certificate but when

friendly and the lack of accessibility online often makes things tedious and time
consuming for him. He quite often finds that he does not have the right type of

search for a new 40 character

out a finance

st free but he finds the
site hard to navigate

He needs a visa or mastercard K
to pay for his new toy. Harry is &

reluctant to use his existing credi
card because he wants a |
interest free period

@

After searching online for other
options, he decides to use his
existing credit card, apply for a new
one, and then transfer the balance
to the new card

Cost of
transportation (o)
(A
&
elated
embarrassead
He has to go back home and ask
his wife to help him find his birth

certificate. He then goes back

We
desi
creen reader

rvitated

as they have 6 months

Why don't any of these
finance companies
accept a Kiwi Access
Card?”

v a

i t
fora

That finance company requires

either Driver's Licence or Passport,

neither of which Harry has so he
tries a different finance company

r

% e

o
A
| Has no
=) hopeful fed up acceptable
He finds that the second

company only accepts Driver's
Licence for online applications,
so Harry can't apply

N | 7

N N — e e—
thvillea

A week later he nete hia

Has no
acceptable
formof ID
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Sa”y

eieved  Starting over
mother isolated depressed

scared worried for kids
in crisis - aANXious

victim of abuse

stressed
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PERSONA7

Literacy level

Low High
Digital capability

Low High

Ability to cope

Attitude to privacy

Unconcerned Concerned

Confidence in interacting with services

Low High

I tried to get as

much as | could for
my Kids. | didn't care

if | had nothing

Sally is a 35 year old woman who'has
recently escaped from her abusive
husband. She fled to Auckland with her
four children and nothing.but a bag of
clothes for the children-After spending
a few days in a safe house, Sally is now
thinking abouthow to restart her life.

While Sally'was finishing her last year of

a Bachelor of Arts, she met her husband.
Initiallytheir relationship was idyllic,
and‘after a whirlwind romance, they got
married. Sally soon got pregnant with their
first daughter.

After the baby was born, Sally’s husband
slowly changed. He convinced Sally that
she should be a stay at home mum and that
he could provide for them. He also started
isolating her from her friends and family.
Eventually Sally had three more children.
By the time her youngest was two years
old, Sally had become aware of how much
her life had changed and the influence her
husband had over her.

It's really hard,

| don't have any
confidence ‘cause

Sally realised that she no longer had
access to any of her own money, hadn't
spoken with her family or friends in months
and her husband was becoming more and
more possessive. He started to monitor her
Facebook account and check her emails.
He wanted to know where she was at all
times of the day, and became suspicious
when she spoke to any other man.

Sally knew that something had to change,
but often felt like she had to persevere

for the emotional and financial stability

of her children. Up until one day, after an
argument, where he began to threaten
Sally. This is when Sally started fearing for
the safety of her children, and finally made
the decision to escape after he stormed
out of the house and drove off.

She didn’t have time to take much with

her - just a bag of clothes for the kids. She
quickly contemplated taking her phone, but
decided to leave everything behind in an
effort to break the ties to her husband.

he did everything



SALLY'S JOURNEY

Opening up to
strangers

=

Sally works with the support
worker to complete the
client intake form and risk

assessment

“I hope I don't
bump into him.”

nevyous

Sally has recently arrived at Auckland Women's refuge with her children, where
they are given a meal and a place to sleep in the safehouse. Sally is still in shock
and feeling overwhelmed by her situation and left without her handbag so she
has no ID or access to money. After a day of rest she agrees with the refuge
worker that she needs help to get back on her feet as soon as she can.

(&)
v
A Judgement The refuge contacts lawyers
to arrange an appointment
for parenting orders (etc.) and
. is able to get one for later on
amxions that day
Sally agrees to have the refuge
be her agent to get urgent
support and completes an
agency form
V- nd ‘

LS

Sally has no ID so she n
an identity referee, lugki

“I'm glad the refuge
can line up all these

appointments, | wouldn't
know where to start.”

The following day,
Sally and her agent fill
out the Driver Licence
replacement form

o

?\

q%(b A Painpoint
\ =++++++ Passing of time

A Judgement
I3

A owns
Sally and her; isit Work &
Income u: of the refuge’s
standing appointments

O
&

Sally and her agent attend
court to get protection and
parenting orders

Hhavillea L

Sally gets a benefit and
requests a birth certificate
through Work & Income

Privacy of her
information

“Hopefully my
conversation will not

be itored.” -
moni C_DQ

“ nwevvous

Sally calls Inland Revenue
to get confirmation of her
IRD number

”~

Sally's agent emails a referral
letter to ANZ and arranges an

e\d ted friend <h appointment for the following
y Cop She m . day to get Sally a bank account
Sally and her agent go to court agrees to @ laration
the pharmacy to get her a
photo for her Driver Licence 6
] replacement
Z @ “I'm finally beginning to
| 6 get back up on my feet
J > -
f -
excited

They go to ANZ and Sally
gets a bank account with an
account number and EFTPOS
card. She has 30 days to
meet their ID reasirements

\©
.....@

hoppy 10 days
Sally’s birth certificate arrives,

so she takes that along with her

identity declaration, confirmation

of IRD number and Driver Licence

soceoe @ XXXX

7 days

@
. g elatred
(3 N N BN Time

Sally’s replacement Driver
Licence arrives, which she
takes along with her Birth

certificate to ANZ to meet

Sally’s agent contacts
Work & Income to add
Sally's bank account
details for her benefit to
be paid into
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Ko te pae tawhiti whaia kia tata,,
Ko te pae tata whakamaua kia tina

Seek to bring distant horizons closer, and sustain
and maintain those that have been arrived at

Te Kawanatanga o Aotearoa




Te Pou Manawa

Inclusive identity and access
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Proposed initiatives:

1. Help NGOs to provide wrap around-ID support for
vulnerable people

2. Issue passports to prisoners nearing release for
use as ID.

3. Influence and support HANZ to make a higher
confidence Kiwi Access Card



Niko

“Application forms are
the same old shit!”

“ don't really trust anyone..”

“There is 3 lot of help out
there, but | dont get any of it”



This would involve:

* Giving NGO’s operational policies for
people whodon’t meet our normal identity
requirements.

e Supporting NGO’s to implement the
policies

e (Providing tools that can help them (eg,
Photo capture apps or digital birth records)

* Compensating or incentivizing ID support

* Agreeing a funding model for passport
issuance to vulnerable people



“Doing this the straight way
sucks ass!”

“I'm focused on being
well and enjoying the life
I've got left”

“It’s really hard, 1 dont
have any confidence
‘cause he did

everything”



This would involve:

* Prison officials assisting prisoners to
complete passport applications in prison
(including photo capture)

* Having a channel for applications to be
submitted and managed

e (Acceptance of prison officials acting as
identity referees

* Having a secure process to send passports
to prisons for storage prior to release

* Agreeing with corrections how to share the
cost.



T T—

 KIWIDACCESS \%

= Mira
=== - Sample
5 ' Date of Birth 14/07/198
| Issue Datea 14/01 /2019 N
Expiry Date 14[0'[/2029

.-"‘"'-."_::‘E_f-.

- .Gt_lrc.fNumber

- 01298762



This would involve:

* Convince HANZ of the need to invest in
strengtheningtheir EOIl processes

* Provide identity and risk expertise to HANZ

* Enable/Allow HANZ to validate information
against our records

* Support HANZ to make data available digitally for
validation (e.g. confirmation service)

* Create KAC co-apply with RealMe and passports



Does SDOLT support further development of

these initiatives?

Help NGOs to provide wrap around ID
support for vulnerable people

Feasibility Study
Time: 2-3 Months
Cost: Baseline

Pilot
Time: 6-12 Months
Cost: $30-100k

Issue passports to prisoners nearing
release for use as ID.

Pilot
Time: 3-12 Months
Cost: S5-20k

Full Implementation
Time: On-going
Cost: SO-50k/year

Influence and support HANZ to make a
higher confidence Kiwi Access Card

Engagement &
Roadmap
Time On-going
Cost: Baseline




Which part of SDO would complete this work?





