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Overview of the Remote Client Unit (RCU) 

The Remote Client Unit was established on 1 July 2004 and exists to provide Work and 
Income services to clients who, due to unacceptable behaviour or exceptional reasons can 
no longer access services through their local Work and Income service centre. 

Clients are referred to the unit in two ways; 

1. Trespassed clients who are referred to the unft by the region and meet set criteri~ 

2. Clients who are not trespassed from their local offices but the N~l Comm©J'ss·~~ 
determines that a client best be dealt with by RCU due:~ · al or: · e 

circumstances. ~ v 

The goal of the Remote Client Unit is to work with each clie~ay~h~m to 
make positive steps and changes that may see them be~· le to retur ssing Work 
and Income services and assistance through no~~ Is o~ 1 clients into 

employment/training. ~ QJ 

Background ~® ~~ 
The Remote Client Unit was establi~h · ~t lp ~ nd on 30 June 2009 was 
transferred to the Contact Centre OP. a earn. · 1 inception, Work and Income 
staff members have been seconded roles o anager from either a Helpline 
Advisor or Customer Service =nta · e R~ t in the delivery of this service on 
behalf of the National Commis ~r Work a~001e. · 

Due to the nature in~~ ~nit ' () ecurity and safety of its staff members is 
paramount. There ar ~f r' y processes in place to ensure the safety of staff 
working within the~ ient se include protecting staff identity, unit location, 
the manage~e t · , the~ stem set up, threat management and business 
continuity incl · cation p c s. The contents of this document are restricted and 
not for gene · tion to wider 1nistry staff. 

Th~· ~ndep~~ice delivery unit and provides a similar service to that of a 
se e wit~ 1ances in operation, due to the nat1...1re of their clientele and the 

$ ici5 ides from a centralised location. Although a client is assigned to 
they i b n to the regions in which they reside. The overall success of the unit 
~~\ci!· hip and support offered from regions to return these clients to normal 

channel~ training. 

~ . 
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Roles and responsibilities 

Due to the national delivery of the Remote Client Unit service from a centralised location the 
roles and responsibilities are defined specifically to ensure the effective running of the unit. 

To oversee day to day operations of the unit and t 
Income support to RCU clients. Manage the referra.~lU'-" 
and development of RCU case managers. ~ to 
management and reporting to GM Contact C~ V, \:> 

Operations Centre A~~~ 
To provide operational support to the R~l~~ orting lines for the Remote 
Client Unit sit within the Contact ~erv1ces ~ . . 

National Commissioners Offi () 

To provide advice and Review and sign off on Privacy and 
Official Information Act r . \llf'll"~r·n,ice to the unit to assist in determining eligibility 
for referrals, transfe~ · leading the Remote Client Unit Review Panel 

hearings. /(/) '\) ~ ~ 

Health Sa~ a~urity~m /'> 

To pr~~~ce t~Wo· ern security issues and safety concerns. Provide security 
~ unit t~~ · determining eligibility for referrals and transfers or trespass 

r ~ na~ d escalations to the Police. 

Regional~d Service Centres 

To m. t the referral process is maintained and works with the unit to ensure clients 
are ~rte within regions when required. 

@ Client Unit Review Panel . 

The RCU Review Panel Consists of the RCU Manager, National Commissioners Advisor 
and manager of Health Safety and Security who decides the outcome of all referrals into the 
unit and review trespass expiries for clients already in the unit. 
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1 For all letter referrals, please see Appendix A: RCU01 - RCU03 

2 The RCU Review Panel Consists of the RCU Manager, National Commissioners Advisor and the manager for Health Safety 
and Security. 
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Case Management 

Every client transferred to the unit is accepted with a 'clean slate'. The RCU case manager 
will work to ensure each client is provided with appropriate assistance and support and is 
receiving their full and correct benefit entitlement. 

The clients SWIFTT record is transferred into the Remote Client Unit district code (307) and 
each client record is: · 

• secured in UCVII with the secure reason 'notification' and 'Remote~ c· Unit' as the A 
notification type r?~ 

• a 'Must View' note is added to confirm RCU referral process anlf'\r~ exp~~ 
• the postal address for the unit Is added 1o the client' record~ "0V ~ 

Clients assigned to th~ RCU can make contact via phone, f 1 r pos ~ 
Contact can be made with the unit by: () 

• telephone to the RCU free-phone number~ 07, ssage can be 
left for the unit · ~~ 

• fax to free-fax number 0508 777 337 ~ 
• email to msd xxx@xxx.xxxx.xx ;_ ~ /':--...... ~ \.)""' 
• posttoPOBox31617,Lo?§iwr u~ ~~v 

. S) () . 
When a client phones the to~~~ er t~r uired to leave a message where an 
RCU case manager will ~~n 2;~ 
Another key focus of th as~ r is to help each client modify their behaviour 
and achieve a leva~· nde ay see the client being able to successfully 
return to acces~i a Inc~~ · es through normal channels. 

As part of the agement a~ach of clients assigned to the unit, regular reporting 
will be av~le ~ the age ent and level of support provided to the client. 

All cli~A~age tandard case management practice and processes are in 
I~'Wg w~ me standards. 

A~ti ~ {("i)'rgency assistance are managed by the unit according to the existing 
processe ~~res outlined in MAP for case managers. 

All p or food must be made via the Payment Card system with hologram forms held 
by tH · fo when third tier assistance payments that cannot be made via payment card. 

~ n apply for a Review of Decision when they have received formal notification of 
~ not agree with) a decision which has been made. 

3 This process is in place as we have to update SWIFfT letters to remove paragraphs inviting clients to enter our premises or 
calling the general 0800 number. 
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Review of decision and the Benefit Review Committee process 

Clients being managed by the unit can request a Review of Decision (ROD) and can expect 
to have this process completed within the Ministry's existing timeliness standards for benefit 
reviews. 

All RODs must be lodged in HIYA and all steps followed (there are some exceptions to the 
use of templates as the Remote Client Unit has a slightly varied process). 

All RCU specific templates are held on line and any variations to the ROD process templates~ 
in HIYA must be recorded with comments to advise other users not send or~the template 
and that an RCU Template used to replace this step. All templates used in D proc~s 
will be scanned into the HIYA system and included into the ROD docu~~ 

All completed RODs will be held on the client's hardcopy file. /Z ~ v ~ 

A UCVII note must be added for every ROD, with the HIYA~~~e o~d · ion~ "a 
summary of the review. () 

- Step One: ROD received in writing from w~ © 
Step Two: ROD is lodged in HIYA "~ 4~nd an 
acknowledgment letter sent (Use ~~ pia~ 

Step Three: Internal Revi~ ~ pr~~~mitted to RCU 
Manager (Use HIYA Tern~ ~v 

. @read~~ Review submission, decides on ~ort. ~~~outcome in HIYA and sends the 
client a lett .. ,.,.,n...,.,....,. ut~~c t use HIYA Template- This has been 
replaced · empl~ _ 0- Appendix 8)4

• 

- ~ ~ pre~rt to the BRC'. (Use HIYA Template). 

~ ~: C~~dA a copy of the 'Report to the BRC'. (Do not use HIYA 
~ ~ pia~~ been replaced with RCU Template). (RCU12 -Appendix 

~e n~.u=;;;~Remote Client Unit and Its clients, a hearing In person will not be g~!. ~I 
Any eli in managed by the unit who apply for a ROD that is subsequently upheld, 
part· rned, or overturned but the client still wants to go to BRC, these hearings will 
~ 'on papers only'. 

~cision to speak directly with the client via teleconference is at the BRC panel's 
discretion. 

4 
For all letter referrals, please see Appendix B: RCU10- RCU12 
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BRC Hearing Process 

Due to the nature of the unit and their clients some changes have been made to the 
Mi11istry's standard BRC process. 

BRC Coordinator = RCU Case manager 

BRC Review Panel = Two staff from MSD and One BRC ~}l'j)JIJ..ity A 
Members Representative A~ ©~ 
BRC Chairperson = an appointed panel member ~ V \:> 

all teams; Operations Centre, Service Development, ~ ffice an ational 
Commissioners Office. ~ ~ 
A panel register will be created to identify staff ~·n · ~·ce Q participate in 
RODs on behalf of the unit; this register will be k intai emote Client 
Unit and the Operations Centre. ~ 

When a client still wishes to go to BRC~th t write~ the client to make a 
submission in writing that will form part o ort ~o . he unit must allow the 
client a suitable period of time to make a · ion. 

A teleconference may be arran~gthe 1ent~ ent appointed to act on their 
behalf. If the client has an ~p ~ gent, a ring by teleconference may be 
offered as a second option. ~V ~ . 
Th~ client's RCU Case~ ill ~~client and advise of the BRC hearing 
opt1ons. '::-0 ~ 

On Papers On~y ~ ~ 
The BRC Coo Or-.,~11 -send a ~r to the client advising of details regarding the BRC 
process in~din He~ d~es. (RCU11 -Appendix B). 

The ~ ana~wiQ~w up with each client to ensure they understand process 
timefr , w e 1M riate, the Case manager will assist the client to -meet these. 

tate ditional information the client provides over the phone must be 
ed an a the report to the BRC. Any verbal statements will be read back to 
~~ · · n sought from the client to add to the BRC submission. 

Tele;~e-Agents only 

1 t chooses to have their BRC he~ring by teleconference with their appointed agent, 
case manager will request the telephone number that the agent wishes to be 

ed on for this purpose. 

If the agent is not available at the phone number they have provided for BRC Hearing 
purposes the BRC will review the case 'on papers only'. (Please note - this must be clearly 
explained to the client). 

The BRC Coordinator will send a letter to the agent advising of details regarding the BRC 
process including BRC Hearing date and confirm the phone number that will be used to 
contact the client for their BRC Hearing. 
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The RCU case manager will follow up with each client to ensure they understand process 
timeframes and, where appropriate, will assist the client to meet these. 

Coordinating BRC Hearing 

The BRC Coordinator will schedule a date and book a meeting room for the BRC Hearing to 
take place. 

The BRC Coordinator will email the Contact Centre GM Advisor to request names of 
available panel members and community representative and advise them ~f e time, date~ 
and place of the hearing along. )~ 

The BRC Coordinator will need to allow a suitable time for members~ t enda.<?s 1\ 

and review the BRC report, approx. 1 week prior to hearing. ~ ~ 
The BRC Coordinator will scan and email a copy of the BRC rep S panel me -

prior to the meeting. £. ~ 
Outcome of BRC Hearing ;% " ~ ~ 
The Chairperson of the BRC Panel will prepare the ' · · th~~~ 
The Remote Client Unit will be responsible for ·~ all no ~~ report from the 
BRC. The report must not have any amend by ~ ust record the true 

The Remote Client Unit will send an 'Ou ' er to~~ nd remove panel member 

reflection and comments of the panel. ~ \/ 

names from the template letter. ~ v 

SSAA Process S) ~.~ · 
Review Committee has ~ eld · riginal decision. The steps for this 
process are as follows: .::--0 
Step 1. Clienfs l~r ap t direct to the Social Security Appeal Authority 

Devel~~~ s office 

Step~";;( offl~ ~service centre and obtains relevant Information from case 

~PP~ completes report in accordance with section 12K(4) of the Social 

Security~)>~ 
SteP-~%cial Security Appeal Authority sets a hearing date. The hearing can be heard 
· o or on papers _only. The Ministry of Social Development appeals officer or solicitor 

r ent the Ministry at the hearing. The case manager may be required to give 
e. 

Step 6. The Social Security Appeal Authority will advise the Ministry of Social Development 
and the client of the outcome. 

Step 7. The appeals officer will advise the client's case manager of any benefit action to be 
taken. 
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The Remote Client Unit will need to assist clients with reasonable costs associated with 
attending the hearing. Given the nature of the service, the unit must provide sufficient time 
to plan and discuss costs with the client. 

Payment is made via NAC and with the budget managers cost centre. 
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Once the DCEs office is aware, the RCU Manager must then email the Manager Payroll 
National Office~!!®®! x@xxx.xxxx.xx) cc' Business Systems Administrator~ I 

I I 
• advise staff member's true name and employee number 

• proposed pseudo name 

• advise role Is Remote Client Unit and provide the name of another staff member to 
match access and Global set up. /( 

• Also advise that an email has been sent to the DCEs and GM Conta~. ~"0 

All system access requirements must fH the mapping requirements A_~ Globa~ 
Once security card has been received, The RCU Manager will edt~plete e sy~ ...... 
access request and grant screen and service access for UC\l FTT and v~ .... "'""" 

htt :1/doo le/resources/hel in -staff/forms-tern lates/it-h 

5 This document holds the names and system access dates for each staff member within the RCU. 
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All other voice mail messages are cleared on a daily basis at the Remote Client Unit and 
deleted. Voice mail messages left on the Remote Client Unit phone are not used to capture 
evidence for case management, they are a method of contact for the client to request 
contact from the unit. 

Not all clients are assigned a Master Trouble number, a list of number allocation is held at 
the unit and the with the voice team. 

When a new RCU client requires a Master Trouble number the RCU will need to contact 
Manager Voice Platform Services of the Voice Team to have a number assigned to the client A 
and update the Master Trouble list. ~ )"'\) 

Business Continuity /Z ~ ~ 
A business continuity plan has been developed to ensure the unit d6~es t~iver it\)~ 
service to clients. ~ 

The business continuity plan covers staff absences, un~·t r n ue ~ reaches 
and natural disasters/civil events. Copies of the bus· nui~ ~~n I it with the 
Contact Centre GM Advisor and the RCU Manage~ ~~ 

~~~~ 
~©~ 
~~ &~~ 

~1f)~~ 
~~ 

@~ 
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6 For all letter referrals, please see Appendix C: RCU04 - RCU09 
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Transitional Plan 

Where a recommendation is made to return a client back to normal channels, a transitional 
plan must also be sent to panel members ahead of the hearing to describe the support 
offered to service centres to reduce any on-going risks to staff safety. The transitional plan 
will also provide the service centre with information to help aid in the case management 
selection and a site safety planning. (RCU08 -Appendix C). 

Four weeks prior . !?/) A ~ 
RCU Review Panel will meet and discuss all information pertaining tot~~ deci~ !\ 
the outcome should be that the client is retained at the Remote ~~ are r~ 
transfer back to the service centre. v"'\) ~ 'V 

Decision to Retain £. ~ 
The RCU will: :?/) ~ -v ~ ~ 

send a letter to advise the ROM of outcome~· ~a~in ~~opy of review 
report). (RCU07 -Appendix C). SJ , v 
telephone the client to advise them of~ revi~n (including extension 

to trespass notice if applicable) a~n~~lin r: as 

send the client a letter reiterating ie earin nd details. (RCU09 -

. Appendix C): <C\\. ~ 
The Health silfety and Secur~~ a~ ~:;;ass notice to be reissued from 

client's region ~ W /?/)~ 

Decision to Transfer~ ~ 
The Remote C~i !~ilr: ~ 

- send a t advi e ROM ~he outcome of review hearing and request they 
ad~ th~ me of c manager they have identified and appointed to manage 

~~RCU \> dix C). 

~~~a Tr~ I . lan that includes handover information and safety and a 

~~ran t of client's file in alignment with Privacy Act and Official Information 
A 1 es. (i.e. by manager, peer review) 

-~ e a critical file summary (handover details) and contact the appointed Case 
na er to discuss case management strategy for this client. 

~ phone client to advise them of outcome of review hearing, name of local Case 
~manager and the process they need to follow to contact them (case management 

strategy of this client to be discussed and em advised that the unit will continue to be 
available to support them post transfer) 

send the client a letter reiterating review hearing outcome and details (RCU09 -
Appendix C). 

courier the client's physical file to the appointed in the local service centre 

continue to support the case manager and client, as required, to work effectively 
together. 
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Human Resources 

The Remote Client Unit case manager role sits within the case manager pay structure. 

The Ministry pays for Professional Work Place Support for the unit staff on an 'as required' 
basis. An external contractor has been utilised since the unit was established. 
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Appendix A 

RCU01 
Referral Letter 

Online application for regions to submit details for clients to be considered for RCU case 
managed at the Remote Client Unit: 
http://doogle.ssi.govt.nz/working-here/health-safety/personal/home-visits/remote-client­
unit/referring-client. html 

~ 
Rem- cr~enl UnR Refenal Form~ 

-~IC<I ... Io ' ~ ~ -9 
Before referring a client to the Remote Client Unit~a · ~ 4 ~ 

·• be trespassed, and ~ ~ 
• have a history of violent or aggressive b 1 n or \> 
• . haveknownconvictionsforviolence,a ~ 
• have previously made threats to M t r other ss · r fessionals (eg 

designated doc tom etc), and/or 
• iotimi~staff member/s to the exte hey~e gh written or verbal 

means (face-to-face or over e ephone . 

Note: even though the client may~eet the crit · e he referral may not be 

accepted. /?/) ~ ~ 
Cheddlot ~ w ((/>Q 

-·:·~~¥#~~ 
• Yo"'~be~~~q<eof• 

espas no ~)V/ 
a~igl~ 
0 I 0 

s ant UCVII notes ~ 0 ~' ··~'"""''•''"fo~-
~~ and all documentation to: 

~ote Oient Unit 
0 Box31-617 

~ werHutt 

'\::::::!) Th:

4

Remote Client Unit will respond to this request within 5 working days of receipt. 
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Client Details 

1. Client's name 

2. Client number 

3. Client's address 

4. Reason for refenal. 
Which criteria does 
the client meet and 
why? 

5. What other advice or 
information can you 
supply regarding this 
client? 
~ coJJJd iilclude iiiiY medil:al 
coodlM>m or rel-evant I!IJIJWII 
conv.io/.iilM. 

Trespass Information 

I Click hereto~mtertext · 
I Click hereto entertext 

I Click here to enter text 

Click here to enter text 

Click hereto enter text 

6. 

~'--~-----------n~~~r---~~~~------------------
7. 

B. 

Departments or 
Agencies? 
Pka>e inl:lude ALL Tmspao~ 
nolicas from iiiiY o/her plat: a 
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Agents 

10. Does the client CURRENTLY have an agent? 

D YES (go to question 11) · 
D NO (pleaseadvisewhy) 

Crick here to enter text 

11. Can the agent continue to rapresent the client? 

D YES (go to question 13) 
D NO (go to question 12) 

12. Explain why the agent 
can no longer 
rapresent the client? 

13. What is the 
relationship between 
the agent and the 
client (eg spouse, 

· advocate)? 

14. 

Click hereto entertext 
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Referral 

Please provide the name of the appointed contact person regarding this referral? 
1 

I Oi<khM>loe•le<le>l I ~~ 
lreoommend lliatlhis client be .,.,.maooged by the Rem om Client~~ : ................... 

Case MsnagerSignalum 

0 AGREE 

0 DISAGREE 

ional Di111ctor Signatur& 

Regional DiRictor N9ma 

Data 

Click here to enter a date. I 
Date 
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RCU Panel Hearing Outcome 

Client Nlllle: Click hereto enter text SWN: Click liere to enter text. 

This section will be completed after the referral is submitted. 

0 APRROVE 

0 DISAGREE 

0 AGREE 

0 DECLINE 

RCU Manager Signa tum 

RCU Manager N•~ 

Business; Security Slgnstura 

Busine!!S Security Nsme 
c 

Commen~wms~:-------------------------------------------------
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RCU 02{A) -Trespassed Clients 

Letter issued by the region 

Client number: 000-000-000 

Date 

Name 

::;:: . ® ~ 
Dear Name. . · 'v © 
behaviour to Work and Income staff. ~ 

The Ministry still wishes to provide you with access to o~r , t thi · o be 
done in a way that allows you to comply with the Tresp i Havi ~i · ed the 
options in providing a customised service to you w~b · t · ost 9Prii! to refer 
your case to the Work and Income Remote Client · tu~e s1 you may 
need. The Remote Client Unit specialises in~ rvice le ho are not able, 
for many different reasons •. to attend meeting~ and I~ ice Centre. 

From the date of this letter the Remote C~t ~~II your benefit related 
matters and any other enquiries y~ have. ~'fl . 

Your contact person at th~~ ".::;ian: ~ase Manager] who will be happy to 

assost you. :@~ ~ '----" 
They can be co~t~ ~phone: 0508-222-007 

V Fax: 0508-777-337 

P.O. Box 31617 

Lower Hutt 6143 

Wellington 

If you hav#~t, you will need to advise your agent of how to contact the Remote Client 
Unit.@~-v 

@~•rely · 

[Regional Director] 
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RCU 02(8) - Non Trespassed Clients 

Letter issued by the region 

Client number: 000-000-000 

Date 

Name 

Address 

Address 

Dear Name 

Due to your recent interaction with the [Service Centre] ~~nge~ss our 
services at the service centre level. ~1m ~ 

The Ministry still wishes to provide you with a~ce @ erv~· 0 ~considered the 
options in providing a customised service to u ~ it i ~propriate to refer 

need. The Remote Client Unit specialis p i ing people who are not able, 
your case to the Work and Income Remote mt f~r t r a sistance you may 

for many different reasons, to atte~ti a~~ I come Service Centre. 

From the dat~ of this letter th«!'(l:l~ient ~~:;'with all your benefit related . 
matters and any other en · ~ay ~~ 

Your contact person II!P emo~ ~Ice is [Case Mana!Jer] who will be happy to 

asslstyou. ~ ~ . 

The()y ~~ ~ :::hone: 

~~ p~V Mail: P.o. sox31617 

~ 'V ~ \:::::!) Lower Hutt 6143 

~~ Wellington 

~ an agent, you will need to advise your agent of how to contact the Remote Client 

0508-222-007 

0508-777-337 

Yours sincerely 

[Regional Director] 
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RCU 03 

Welcome to the Remote Client Unit letter 

Date 

Name 

Address 

Address 

Dear -------------. 

Welcome to the Remote Client Unit. 

Yours sincerely 

[Case Manager Name] 

Remote Client Unit 

Client number: 000-000-000 
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Remote Client Unit 

Working with the Remote Client Unit 

We want to provide good service and build an effective working relationship with you. For us 
to help you we need you to: 

• treat us with courtesy and respect ~ 

• make sure any information you give us is correct 
• give us the information we need to assess your entitlements ~ 

• tell us about any changes in your situation ~ (?A 
• keep any agreements you have made with us ~ 

•
• be available to participate in appointments over the telepho~ '\ ~ 

tell us if you're unable to keep an appointment v~ \)"' 

If you don't tell us about changes in your situation or giv~~mat~~ 
requested it may affect your benefit and/or supplement ~~n': ~~en and could 
delay our ability to provide you with as fast a servic~ ld ~ ~ 

Our promise to you ~ ~ ~ 
Staff in the Remote Client Unit will ensu~~ /'--.. ~ v-

• treated with courtesy and r . ~~ v 
• listened to and given fair -j mental s 
• provided with prompt serv,·~' 

• clearly advised of y_ nd o · ~~ 
• told why you nee ain t · 
• given correct i fo 1 tha~i o understand 
• given the as ~ u ar 
• provid~~'(c ation ~tit else may be able to help you if Work and 

lncom_W "') 

Maron!!A~ ~ 
~ Rem~ ~nit you need to phone the free-phone number 

~ ~ 0508 222 007 

You~ ~mpted to leave a message so please ensure you provide the following 

~~n: • your name 

"0 • your client number 
• the reason for your call and 
• the phone number you can be reached on 

Please be aware that if you leave an abusive or threatening voicemail message it is unlikely 
that your call will be returned. 
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Include the follow· mg forms and • . envelopes with the letter· 

5 x Personal D . . 
• 5 x SNG/ etalls forms 
• 1 Advance ap r 2 x self-add p Jcation forms 

ressed , postage paid e nvelopes 

- . 
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Appendix B 

RCU10 
ROD Internal Review Outcome Template (Step Four) 

Client Name 

Address Line 1 

Address Line 2 

CITY 

XX Month 2012 

Dear 

Your application for a Review of Decision £. ~ 
We have_ completed an internal review of the decision to ~~fCf'etail ~on]. 
We consider our original decision to be correct. A your · plication will 

continue to the Benefits Review Committee for a h ¥ihg. ea~i emote Client 

Unit are completed as paper only reviews due~o ~"a.W of th ot lient Unit and its 

clients. ~ 
We will send you a copy of the Ministry~ Dev~l ' report to the Committee. 
You are welcome to write a report fortH o ittee, 1 ude any extra information 

that may be relevant to your revi~se d ~ information to the Committee 

by [D!H\11onth-Year]. Please sen w ~ -v · 

[Case manager name] ~!(/) ~ ~(()\ 
Remote Client Unit ~ ~ 
PO Box 31617 ~ ~ 
Lower Hull ;(/) ~- ~ 
If English i~~d la~g~or you have a hearing impairment, please let me know. I 

can arr e inte~te~l ther appropriate help to support you through the review 
proce s. \> 
t ~ · tee~ r will contact you shortly to advise you of the outcome of the 

~o:=~~~stions~:~:eu~~:~ :::::~':::::~ ::: ::: :::l~p~~::::~ :: 
your ~~ber XXX-XXX-XXX. This will help me give you better service. 

~ncerely . · 

[Case Manager Name] 

Case Manager, Remote Client Unit 
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RCU 11 

Review of Decision Hearing 

Date 
Client number: 000-000-000 

Name 

Address 

Your Review of Decision hearing ~~~~ 
The Remote Client Unit has sent your review appli= enefi Q ommittee 

with a report. I enclose a copy of the report, and lnf~ au~ · process. 

Date for the hearing . ~~ \> 
This hearing has been set for---------. D o h natur: 

clients this healing will be heard ~rs . ~ . 

Do you want us to conslde4 ~mali ~ """0 v 

If you would like to make~· port extra information you want the 

Committee to consider b h~ ase send this to the Remote Client Unit as 

soon as possible. ~ ~ 

After the hear~ ~ ~ · 

The.~~· · ~~~ ~ite to~(.__~fter the hearing to advise you of the Committee's 
deCISI ~V \> 
I~ ny ~ lease call the Remote Client Unit on 0508 222 007. 

w~¥u ca~.¥ us your client number 000-000-000 

YouriJ 

~anager Name] 

Case Manager 

Remote Client Unit 
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RCU12 
Report of the BRC 

IN THE MATTER of the Social Security Act 

1964 
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The Applicant is a .. .. : who currently receives a ...... (delete table if not relevant to your 

case). 

Benefit Type Amount 

Accommodation Supplement $ 
$ 
$ 

Special Benefit $ 
Family Support $ 
TOTAL $ 

Weekly Offsets 

Advance Recovery 
Child Support Agenc 
Debt Recovery 

Attachment Order 

TOTAL per wee 

TOTALrecei 

On ..... , the Ap~~d for~ 
ATTACHMENT 

~~~ 
@}oR THE APPLICANT 

ATTACHMENT 

(Summarise the applicant's case and submissions to the Committee. Ensure you consider 

all points raised by the Applicant.) 

CASE FOR THE MINISTRY 

(Summarise the Ministry's position. This may be copied and pasted from the report to the 

Benefits Review Committee. Add in any other matters raised in submissions at the hearing) 
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THE LAW AND POLICY 

[Refer to and summarise relevant legislation and policy, attach legislative provisions if 
appropriate] 

FINDINGS 

The Committee considered all the information that was presented. 

• provide clear reasons for the decision ~ ~ ~ 
• respond to all points raised by both parties ~W (?A 
• ensure the facts support the decision, relevant legislation A_) ~ 
• make any instructions for the implementation of the decisio~ \5" 

DECISION !?~ ~ 
~~e Committee agreed to uphold the original decis~ W ~ © 
The Committee agreed to uphold in part the origi ~n. ~ ~ 
%e Committee agreed to overturn the origi · · . ~ 
If a panel member is dissenting from the plea~ reasons 

. ~ ~ 
BENEFIT REVIEW [OVE~~P~LD IN PARl] 

Dated ............ ~~·······~hearing) 
!?~ ~ 
~w~v~ 

· ~~~ 
© 
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Appendix C 

RCU 05(A) 
Expiry of trespass notice 

[insert date] 2005 

[Client's name] 

[Client's address] ­

X 

Dear [client's name] 

EXPIRY OF TRESPASS NOTICE 

~~b•'Q 
~~ ~~ 
~~~~ 

This letter confirms the telep~h~ atio~~insert date].- If call made · 
otherwise delete -5~ 
The current trespas~~~ vent r entering Work and Income premises is due to expire on [insyndince [" te of transfer to RCU] you have been 
::~::dn:e::~ ~your.::.~ dffie~~::~:.::~:::~:::g:1:::,:·n:ote Client 
continues ~!Wast a~r~e way for Work and Income to provide services to you 

and w~~Eexisti~~s notice will be reissued. 

D · vers 1 1 cussed the serv1ces and assistance you have accessed 
e · nit and talked about progress you have made. If call made 

del t . 

If you hav ing with local government or other community agencies, 
unders an progress you have made with these agencies will help the review panel 
to d Remote Client Unit is still the most appropriate way to provide you with Work 

e services and assistance. I cannot talk to, or get information from, other local 
l'iro"il:>rr~::.nt or community agencies without your permission. 

ould like me to contact them, I have attached an authority form for you to sign that 
gives me your permission to talk with people in local government or community agencies to 
get information that shows your progress. Please sign the form and return it to me using the 
enclosed post-paid envelope. 

Once the Remote Client Review Panel has completed the review I will contact you to advise 
you of their decision. 

Yours sincerely 

------ ·-------
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[Case Manage N r arne] 

Case Manager 

Remote Client Unit 
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Remote client unit- authority form 

This authority form gives my permission contact staff in local government, community 

agencies or organisations in my area to discuss working relationships I may have with them. 

I understand that any discussions between the Work and Income Remote Client Unit and ~ 

local govemment, community agencies or organisations in my area will remm~ential. )~ 

Information gained during these discussions may be used to inform/?~~ ~© 
decision-making processes within the Remote Client Unit. ~~V \J' ~ 

~~ 
@<@~~© Client full name: 

Client signature: 

Date: 

Agency details 

Con~dP.o~~------
~ho~daddress ______________ _ 

(fg~ 
~~service:-------------------------
Contact person and position:---------------------

Contact phone number and address: -------------------
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RCU 05(8) - Non Trespassed Clients 

[insert date] 

[Client's name] 

[Client's address] 

Dear [client's name] 

Client Number: XXX-XXX-XXX 

REVIEW OF REMOTE CLIENT UNIT CASE MANAGEMENT 

~A'-l\J~~"~ager Name] 

anager 

Remote Client Unit 
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Remote Client Unit- authority form 

This authority form gives my permission contact staff in local government, community 
agencies or organisations in my area to discuss working relationships I may have with them. 

I understand that any discussions between the Work and Income Remote Client Unit and /'( 

local government, community agencies or organisations in my area will remm~ential. ;;-'"\) 

Information gained during these discussions may be used to inform fl~~~ ~ 
decision-making processes within the Remote Client Unit. ~~ \5-

~~ 
@~~@ 

Client full name: 

Client signature: 

Date: 

Agency details 

Co~~d~~-----
~ho~and address:-------------------

~ ~fseNice: ________________________ ___ 

Contact person and position:---------------------

Contact phone number and address: -------------------
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RCU 04(A) -Trespassed Clients 

Invite for panel submission 

[Insert date] 

[ROM Name] 

[Title: Regional Operations Manager] 

[Region] 

~~©~ 
:::r;:7:y0::SPASSN011CEFOR[CLIENTNAM~ ~ ~ ~ 
The current trespass notice preventing [client name] f g Wnrlc ~orne service 

[Postal Address] 

centres is due to expire on [insert date]. This clien ed t~~ managed 
by the Remote Client Unit (RCU). ~ ~'\0 

The reasons this client was originally tra~~~ ~~~ (delete those not 

applicable and/or add other reason .~n~v 
• repeated violent and/ · e be~ 
• known criminal co~o r via~~ 
• making threats t~ ad I and MSD staff, and associated professionals 

{designated . 
• intimidati st ber ritten or verbal abuse (face to face or over the 

telepho extent that elt unsafe 
• pro~~~ t wer«~v~ped and implemented specifically to manage this client 

~~-unsi:s~. 
-~ . ../--r.o..iew h~~ · t has interacted with Work and Income more recently and 

en · hether the RCU continues to be the most appropriate way to 
rvices nd s· tance. 

If you elie a me] still meets the original referral criteria and have information to 
supp~rt a forward details to the RCU by [insert date- date should be at /east four 
week i respass notice expiry] 

I iling a report that will provide an outline of the client's activity and interaction with 
ncome, and any other information pertaining to their behaviour, during the past 

ths. This report might include information from people in the client's local community 
(I.e. ce, Health and Community Support agencies etc.). 

The RCU Review Panel will meet to discuss this report and any other information received. 
They will then decide if the client has demonstrated that they are ready to return to 
accessing Work and Income services and assistance through normal channels. 
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The decision to transfer a client from the RCU to their local service centre is made by the 

RCU Review Panel. This panel comprises the RCU Manager, and the Health Safety and 

Security Team Manager. 

If, after discussing all the information provided, the RCU Review Panel decides that the 

client is not ready to make the transition back to accessing Work and Income services 

through normal channels, they will advise the region, who will need to arrange reissue of the 

trespass notice·. · 

If the RCU Review Panel decides that the client is ready to make the transition ack to ~ 
accessing Work and Income services through normal channels, appropriate 

management practices will need to be in place. An appropriately expe~ie c ana~ 
will need to be appointed and advised to the RCU. I will then begin a r ive 

hand over with the identified case manager to support successful tr~ib(: . ~ 

After transition I will continue to be available to support the appoinfi{cl~e man er to\)" 
establish an effective working relationship with this client. ~ 

To ensure staff safety is not compromised it is essential~ Rev.· e 
complete their review of this client's situation before the 1 spas ot1 e e pi res. A 

client can legally enter a Work and Income service~ eir tice expires. 

Please contact me Wyou have any ques:~~~ el 

Yourssincerely ~~ @';:,\_r 

[Case Manager Name] @~ ©~ 
Case Manager ')~ ~ 'V 

Remote Client Unit 

Copy: 

/h~ ~ 
~~~\r 

~~~ 
© 
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RCU 04(8) - Non Trespassed Clients 

Invite for panel submission 

[Insert date] 

[ROM Name] 

[Title: Regional Operations Manager] 

[Region] A~©~ 
. ~~v ~ 

Dear [name of ROMJ £ ~ 

[Postal Address] 

REVIEW OF REMOTE CLIENT UNIT MANAGEMENT ~tfr ~ ~ 

This client was referred lo, and is being manage~emote ~ ~ (RCU). There is 

:n:~ent trespass notice preventing [c//~~:~~nd Income service 

The reasons this client was origin~l 1~ to~ eluded: 
[delete those not applicable andA iJiiCt.6 her reas relevant] . 

• repeated violent and/~oresYwe be~ 

• making threats t d In n SD staff, and associated professionals 
• known criminal c~· · vi~le 

(designated E ~ 
• intimida~in s ~ ber~ ritten or verbal abuse (face to face or over the 

telepho t e extent th elt unsafe 

• procedu we~~v~o Cl and implemented specifically to manage this client 

d~nsuc~~ 
~ie~~nt has interacted with Work and Income more recently and 

m~e atf'~~n whether the RCU continues to be the most appropriate way to 

p ~~\ib s1stance. 

If you~ rlc~t's name] still meets the original referral criteria and have information to 
supp 1 ase forward details to the RCU by [insert date- date should allow for at least 

four s fli m the date on the Jetter] . 

~ iling a report that will provide an outline of the client's activity and interaction with 

~nd Income, and any other information pertaining to their behaviour, during the past 

six months. This report might include information from people in the client's local community 

(i.e. Police, Health and Community Support agencies etc.). 

The RCU Review Panel will meet to discuss this report and any other information received. 

They will then decide if the client has demonstrated that they are ready to return to 
accessing Work and Income services and assistance through normal channels. 
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The decision to transfer a client from the RCU to their local service centre is made by the 

RCU Review Panel. This panel comprises the RCU Manager, a representative from the 

National Commissioner Office and The Health Safety and Security Team. 

If, after discussing all the information provided, the RCU Review Panel decides that the 

client is not ready to make the transition back to accessing Work and Income services 

through normal channels, they will advise the region. 

Yours sincerely 

[Case Manager Name] 

Case Manager 

Remote Client Unit 

Copy: 
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RCU 06 

Report to Review Panel 

Client Details 

Client name 

SWN 

Work and Income Region 

Residential address 

Reasons for referral to RCU 
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Background 

The Remote Client Unit has been working with [insert client name] for [insert duration client 

has been with RCU]. 

Examples of interaction between this client and the Remote Client Unit over the past six 

months include: 

Date of event: 

Interaction instigated by Either client or Case manager 

Reason for contact 

Client demeanour 

Outcome 

Date of event: 

Interaction instigated by 

Method used for contact 

Reason for contact 

Client demeanour 

Outcome 

Outcome 

i.e. Application for SNG/Advance, Tra· 
discussion 

Describe the Glients attitude an 

i.e. application for assistanc 
reason), referral to trainiDQ..-QPD~'tl 
service or community 

attitude and behaviour during this interaction 

r assistance granted/declined (if declined - state 

reason), al to training opportunity, referral to other local govt 
ice or community agency 

Either client or Case manager 

Voicemail message, email, letter, call centre referral/transfer 

i.e. Application for SNG/Advance, Training Opportunity, General 

discussion 

Describe the clients attitude and behaviour during this interaction 

i.e. application for assistance granted/declined (if declined - state 

reason), referral to training opportunity, referral to other local govt 

service or community agency 
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Conclusion I General Comments 

[Insert information that demonstrates progress the client has made - i.e. where goals have 

been determined and client has demonstrated dedication towards achieving these] [This is 

your opportunity to, in your own words, explain the achievement/success you are having with 

this client] 

Regional Information 

The Regional Operations Manager of the area where this client resides was contacted and ~ 

asked to provide information they may have about this client's behaviour in th®cal 
community. Their response is [outlined below/attached]. 

Agent Information ~ ~ 
[Agent name] has been acting as an agent for [client name] in the c$i all gs wit 

and Income and/or other agencies. When contacted by telephone 1 se tlate [Age 

name] advised that over the past few months the client's gener erne ur ha en: 

Local Government and Community Agency lnformatio () 

· . to c~~~ nt local 

~on they may 

The information provided includes: ~ 
Name of agency 

Date of event/s 

Reason for contact/s 

Client demeanour 

Reason for contact/s 

Client demeanour 

Outcome (if applicable) 
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Recommendation 

Based on the information outlined in this report I believe [client's name] is ready /is not 
ready to return to accessing Work and Income services and assistance through normal 

channels. 

Case manager Date 

RCU Manager 

National Commissioner Advisor Date 

The Health Safety an Date 

Agree I Disagree 

451Page 



RCU 07 · 

Outcome of Review notification to ROM 

[Insert date ] 

[Regional Operations Manager] 

[Region] 

[Postal Address] 

Dear [name of ROMJ 
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Client is not ready 

The region will now need to arrange for a trespass notice to be reissued to prevent the client 

from entering Work and Income premises for a further two years. You will also need to send 
a copy of this trespass order to the Remote Client Unit once the client has been served. 

I will contact the client and advise of the reissue of trespass notice and that the client will 

need to continue to access Work and Income services and assistance through the Remote 
Client Unit · 

Please contact me if you have any questions about the content of this ~~~ & 
Yourssince~ly ~~~~ ~ 

~::::a~:;;u::me] © ~ ~~© 
Copy: copy of this letter is to be retai o~le ~ 
Encl: 

~~~ 
M~~ 

~~@~ 
(fg~~ 

© 
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RCU 09 

Outcome of Review Notification for client 

[Insert date] 

[Client's name] Client Number: XXX-XXX-XXX 

[Client's address] 

X 

X ~<?:b 'V©J~ 
Dear [client's name[ ~ ~ ~ 
RE: OUTCOME OF REMOTE CUENT REVIEW HEARING ~ ~ 

On [insert review hearing date] the Remote Cll~nt · ~~~e if the 

Remote Client Unit continues to be the most app 1 e y for a ss Work and 

Income services and assistance. ~ 

For you to return to accessing Work and~n rv c~ea ~ ce through your local 
service centre you need to show that yo v a e p · · to change the behaviour 

that resulted in your referral to the Remote · Uni 

The Review Panel considered all v~ inform~~ any interaction you have had 

over the previous six months · ~< d ln~~ocal government and community 

agencies. 

They have decided that~ e no~\ return to accessing Work and Income · 

services and assista~~y~~ice centre. 

[Delete the co~'{f':ot app~ ~ 

Client i ~ose ~i~r two as appropriate] 

0 tio '\/ 

~ ate c~ er is being identified for you and will be advised to the Remote 
Ch 1t sh . 0 e a case manager is appointed I will contact them to talk about your 

prog ssfi~~ information about your circumstances that I think they may need to 

understa ~ 
AfterJf~ e this I will contact you to let you know the name of your new case manager 

~ou can contact them. 

rent trespass notice preventing you from entering Work and Income service centres 

ire on [insert date]. After this date you will be able to enter Work and Income service 

centres to attend appointments and access services and assistance. 

If you have any questions about the content of this letter you can contact me using the 

Remote Client Unit free-phone 0508 222 007. 
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Option two 

[lnserl name of case manager] is the case manager who has been appointed to work with 
you in [inserl name of service centre]. 

Over the next few days I will be talking with [inserl case managers name] about progress 
you have made and any other information about your circumstances that they may need to 
understand. I will contact you again soon to talk about your return to the local Work and 
Income service centre. 

The current trespass notice preventing you from entering Work and lncome~1 e centres _/( 

will expire on [inserl date]. After this date you will be able to enter Wo~ra servi#l\~ 
centres to attend appointments and access services and assistance. ~ 

If yo~ have any questions about the content Or this letter you can c~ ing th~ 

::~:1t~5 C~:::.~~~fre~phone 0508 ~2 007. /?~ l(y ~ 

The Review Panel have decided that the Remote~~~~~~ most 

appropriate way for you to access Work and J~c ~es an~~~e. 
A new trespass notice will be issued to p~ev r m enter~ and Income 

through the Remote Client Unit. 
premises. You need to continue accessi d ln~~~ces and assistance 

If you have any questions about t~t o this~ an contact me using the 

Remote Clie~t Unit free-phon~~07. ~ -v 

Yours sincerely ~'W ~ © . 
[Case Manage7Z)~ ~ 
~:::~~~ ~ 
~[copy ~r is to be retained on client file] 

~~~ 
© 

491 Page 



RCU08 -Transitional Plan (regions) 

Remote Client Unit Transitional Plan -[Client Name and sWNj 

Work and Income Region 

Benefit Information 

Date of Trespass Expiry 

Proposed Transition Date 

Summary of activities/needs 

[Client's return region] 

[00-MM-YY] 

[ mmarise actions the Remote Client Unit 

as taken to prepare the client for the transition. List the 
points agreed to by the client- this should 

inclucje concerns the client may have about the 

transition to normal channels] 

[Summarise information that is important for 
the new Case Manager to understand about 
the way the client interacts with RCU - This 
could include the client's historical matters or concerns, 
security history if relevant] 

- ------------------ ·-------·-- ·-
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