Statement of Objectives and Service Performance

For the year ended 30 June 2009

Vote Social Development
Output Expense: Adoption Services

Scope

The management of services, incorporating education, assessment, reporting, counselling, and mediation, to all people who are party to adoption-related matters, past or present.

Summary of Performance

Ninety-eight per cent of prospective adoptive parents, who attended the Child, Youth and Family’s education programme, evaluated the programme, as achieving its objective of preparing them adequately for their assessment for suitability to adopt. 

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES1
2009

$000

	 


	Revenue


	 


	 


	 



	8,138


	Crown


	7,744


	8,644


	7,744



	64


	Department


	86


	46


	46



	-


	Other


	-


	-


	-



	8,202


	Total Revenue


	7,830


	8,690


	7,790



	7,343


	Total Expense


	7,239


	8,690


	7,790



	859


	Net Surplus/(Deficit)


	591


	-


	-




Service Performance

Output: Adoption Services


	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	98.6%
	Quality
Percentage of prospective adoptive parents evaluating the education programme2 as achieving its objectives3:
	98.2%
	95%


Output Expense: Care and Protection Services

Scope

Social work services, both statutory and informal, that protect and assist children and young people who are in need of care and protection.

Summary of Performance

All care and protection performance measures in this output expense have exceeded their minimum standards. 

Being responsive to children and young people in need of care and protection services is a key priority for Child, Youth and Family. Response times to notifications continue to exceed the minimum standards set out in the 2008/2009 Output Plan despite an increase in notifications of approximately 20 per cent this year. 

Our improved responsiveness has resulted in social workers engaging with children and families to assess safety and make decisions earlier, supporting the achievement of improved outcomes.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	312,953


	Crown


	314,412


	298,036


	314,412



	2,283


	Department


	2,153


	797


	797



	1,524


	Other


	1,653


	1,799


	1,799



	316,760


	Total Revenue


	318,218


	300,632


	317,008



	310,461


	Total Expense


	312,435


	300,632


	317,008



	6,299


	Net Surplus/(Deficit)


	5,783


	-


	-




Service Performance

Output: Intake, Investigation and Assessment 



	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           
2009


	STANDARD     
2009



	
	Timeliness
Response to notifications 

Notifications allocated to a social worker for investigation within timeframes:
	
	

	97%

96.4%
	Critical – within 24 hours

Very Urgent – within 48 hours
	98.5%

97.5%
	95–100%

90–95%

	
	Action taken at sites by a social worker to establish the immediate safety of the child or young person, and to confirm the response time and further action required, within timeframes:


	
	

	85.2%

94.9%
	Urgent – within 7 days

Low Urgent – within 28 days
	82%

94%4
	50–85%

50–85%

	83.2%


	Percentage of investigations that will be completed in 90 days is no 
less than5:


	88.3%6


	70%




Output: Case Management




	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           
2009


	STANDARD     
2009



	77.4%
	Quality
Percentage of children and young people whose care and protection Family Group Conference plans were completed and the objectives were assessed as being met:
	88.9%8
	80%

	96%
	Timeliness
Percentage of care and protection Family

Group Conference plans reviewed on time9:
	98.3%10
	90%


Output Expense: Collection of Balances Owed by Former Clients and 
Non-beneficiaries

Scope

Services to manage the collection of overpayments and recoverable assistance loans from former clients and other balances owed comprising of Student Allowance overpayments, Liable Parent contributions, and Court ordered maintenance.

Summary of Performance

All performance measures for this output expense for the 2008/2009 year were exceeded.

The value of debt collections in 2008/2009 ($78.6 million) was within the target range of $77 million to $82 million, but towards the lower end of that range, and less than the previous year’s result of $83.1 million. This amount is reducing due to the current economic climate and an increase in the number of clients receiving a benefit, which in turn reduces the number of former clients having their debt recovered via this Output Expense. 

The collection units continue, to focus on making arrangements with former clients and students to repay, as quickly as possible. Eighty-four per cent of former clients and students with a debt have either repaid or are repaying within four months of these being received by a collection unit.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES11
2009

$000

	 


	Revenue


	 


	 


	 



	16,596


	Crown


	16,594


	19,811


	16,594



	144


	Department


	181


	180


	180



	-


	Other


	-


	-


	-



	16,740


	Total Revenue


	16,775


	19,991


	16,774



	15,378


	Total Expense


	16,342


	19,991


	16,774



	1,362


	Net Surplus/(Deficit)


	433


	-


	-




Service Performance

Output: Collection of Balances Owed by Former Clients and Non-beneficiaries

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	$83.147m
	Quantity
The actual amount of money collected by the Integrity Services Collection Units is expected to be12:
	$78.5m
	$77m–$82m

	84.3%
	Quality
The proportion of former clients and students on arrangement to pay, or paid in full within four months of the balance of overpayments and recoverable assistance loans transferring to the Integrity Services Collection Units will be no less than:
	84%
	82%


Output Expense: Development and Funding of Community Services

Scope

Management of Government funding of community-based social and welfare services.

Summary of Performance

Funding agreements with all providers who were contracted by Child, Youth and Family complied with Treasury Guidelines for non-government organisation (NGO) contracted services.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES13
2009

$000

	 


	Revenue


	 


	 


	 



	8,170


	Crown


	8,118


	7,998


	8,118



	65


	Department


	78


	59


	59



	-


	Other


	-


	-


	-



	8,235


	Total Revenue


	8,196


	8,057


	8,177



	7,614


	Total Expense


	7,567


	8,057


	8,177



	621


	Net Surplus/(Deficit)


	629


	-


	-




Service Performance

Output: Development and Funding of Community Services

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	79.9%
	Quality
All funding agreements will have their provider monitoring reports reviewed and assessed at least once per year for contract compliance:
	100%
	100%

	100%


	All providers contracted under the Children, Young Persons and Their Families Act 1989 will be assessed at least once every two years against Child, Youth and Family’s Approval Standards14:


	100%


	100%




Output Expense: Family and Community Services

Scope

Provision of leadership and co-ordination services to support and strengthen families and whänau; including providing information and advice that assists families, young people and communities and managing preventative social services programmes.

Summary of Performance

In 2008/2009 over 110,000 people gained access to government and non-government social services through our 35 Heartland Services Centres.

In 2008/2009 we administered over 1,400 funding agreements with more than 700 community social service providers, to deliver services to families and communities and to increase the capability of community organisations.

In 2008/2009 the Local Services Mapping process was completed with nine territorial authorities to support communities to identify their own solutions and to better connect families to the services they need. Outcomes of these processes include disability forums, the improved alignment of parenting services and programmes, the development of youth forums and youth activities, projects to combat truancy and family violence, and a community effort to raise funds for a new emergency house, which is now in operation. 

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES15
2009

$000

	 


	Revenue


	 


	 


	 



	29,811


	Crown


	32,301


	31,388


	32,301



	224


	Department


	317


	129


	129



	-


	Other


	-


	-


	-



	30,035


	Total Revenue


	32,618


	31,517


	32,430



	28,960


	Total Expense


	31,568


	31,517


	32,430



	1,075


	Net Surplus/(Deficit)


	1,050


	-


	-




Service Performance

Output: Leadership Facilitation and Planning Processes




	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	21.1
	Quantity
The average number of agencies operating out of Heartland Services Centres16 on a monthly basis will be no less than:
	2717

	21

	9,116


	The average number of clients using Heartland Services Centres on a monthly basis will be no less than:


	8,35518


	7,000



	35


	The number of Heartland Services Centres will be maintained at no less than:


	3519


	34



	100%
	Quality
The proportion of contracts meeting standards outlined in the Treasury Guidelines for Contracting with Non-Government Organisations for services sought by the Crown will be no less than:
	100%
	100%

	Standard met


	All funding agreements will have their providers monitoring reports reviewed and assessed at least once per year for contract compliance:


	Standard met


	Standard met




Service Performance 

Output: Provision of Information and Advice

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	100%
	Timeliness
The percentage of community profiles developed through Local Services Mapping that result in an action plan within 12 months of publication will be no less than:
	91.7%
	90%

	3 working days


	The time taken to action requests received from providers to update their details on the National Directory will be no more than:


	2.5 working days


	5 working     days



	99%


	The percentage of payments to providers that are made in accordance with their contracts will be no less than:


	97.5%


	97%




Output Expense: Income Support and Assistance to Seniors

Scope

This appropriation is limited to paying New Zealand Superannuation and social security entitlements (including administering related international social security agreements) and providing advice and brokering services to help older people maintain independence and social participation; and administering international social security agreements relating to non-superannuitants.

Summary of Performance

We met all but two of the performance measures in services for seniors. 

While we did not achieve the overall standard for accuracy we have seen a steady overall improvement overall (by 3.8 per cent) in our results over the last seven months. We will continue work to maintain this momentum.

The client satisfaction performance measure for International Services was not met this year. We have identified three areas where we can put a strategy in place to improve client satisfaction for our International Services clients. These areas include easy access to accurate information, client services, and better telephone contacts.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES20
2009

$000

	 


	Revenue


	 


	 


	 



	40,403


	Crown


	34,911


	38,831


	34,911



	318


	Department


	390


	412


	412



	-


	Other


	-


	-


	-



	40,721


	Total Revenue


	35,301


	39,243


	35,323



	40,146


	Total Expense


	34,952


	39,243


	35,323



	575


	Net Surplus/(Deficit)


	349


	-


	-




Service Performance 

Output: Services to Seniors



	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	94.3%
	Satisfaction
The percentage of clients satisfied with the level of service provided will be no less than:
	94.6%
	90–95%

	87.9%


	Accuracy21
The percentage of entitlement assessments completed accurately will be no less than:
	87.1%22
	92%

	82.7%
	Timeliness
The percentage of entitlement assessments completed within five working days will be no less than:
	84.9%23
	85%


Service Performance 

Output: International Services


	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	80%
	Satisfaction
The percentage of independently surveyed clients who report that they are satisfied with the level of service and information provided will be no less than24:
	78.9%25
	80–85%

	94.9%


	Accuracy
The percentage of entitlement assessments completed accurately will be no less than:
	94.7%
	92%

	95.2%
	Timeliness
The percentage of applications for payment overseas finalised within 
20 working days will be no less than:
	93.2%
	90%

	93.4%


	The percentage of review actions, including correspondence, that are completed within five working days will be no less than:


	95.6%


	93%



	96%


	The percentage of all incoming calls that are answered within 
20 seconds will be no less than:


	91.4%


	90%




Output Expense: Management of Service Cards (MCOA
)

Output Class: Administration of Community Services Card

Scope

This output class is limited to assessing entitlement, issuing cards and promoting and distributing information about the Community Services Card.

Summary of Performance

All performance measures for this output expense for the 2008/2009 year were exceeded. We have made considerable progress in improving our call centre performance over the past year. 

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	5,728


	Crown


	5,728


	5,728


	5,728



	44


	Department


	56


	36


	36



	-


	Other


	-


	-


	-



	5,772


	Total Revenue


	5,784


	5,764


	5,764



	5,427


	Total Expense


	5,510


	5,764


	5,764



	345


	Net Surplus/(Deficit)


	274


	-


	-




Service Performance 

Output Class: Administration of Community Services Card

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	96%
	Quality
The percentage of Community Services Card entitlement assessments accurately completed as determined by regulation will be no less than:
	95.4%
	95%

	87.1%
	Timeliness
The percentage of all calls to the Card Centre answered within 
20 seconds will be no less than:
	90.2%27
	85%

	91.2%


	The percentage of initial applications and those requiring validation processed within two working days of receipt will be no less than:


	94.1%


	90%




Output Class: Management of SuperGold Card 

Scope

This output class is limited to management of the SuperGold Card and the Veteran SuperGold Card comprising assessing entitlement for, and issuing cards, distributing information about the Card, enlisting business partners to provide discounts to cardholders, and promoting use of the Card and related discounts.

Summary of Performance

All performance measures for this output expense for the 2008/2009 year were exceeded.

We improved our existing and established relationships with businesses by processing applications and updating our SuperGold website within the agreed timeframes. This ensures clients receive the most 
up-to-date information on business discounts and concessions.

Financial Performance

	ACTUAL28
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	1,850


	1,850


	1,850



	-


	Department


	-


	-


	-



	-


	Other


	-


	-


	-



	-


	Total Revenue


	1,850


	1,850


	1,850



	-


	Total Expense


	1,749


	1,850


	1,850



	-


	Net Surplus/(Deficit)


	101


	-


	-




Service Performance

Output Class: Management of SuperGold Card 




	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD     2009



	New measure in 2008/2009
	Quality
The percentage of SuperGold Card entitlement assessments accurately completed as determined by regulation will be no less than:
	98.4%
	95%

	New measure in 2008/2009
	Timeliness
The percentage of all calls to the SuperGold Card information line answered within 20 seconds will be no less than:
	88.9%
	85%29

	New measure in 2008/2009


	The percentage of SuperGold Card applications and those requiring validation processed within two working days of receipt will be no less than:


	97.1%30


	90%



	New measure in 2008/2009


	The percentage of business partner applications processed within three working days of receipt will be no less than:


	93.8%31


	85%



	New measure in 2008/2009


	The percentage of updates to the SuperGold Online Directory completed within five working days of advice by the business partner will be no less than:


	97.3%32


	90%




Output Expense: Management of Student Support

Scope

This appropriation is limited to managing financial support to students involving, assessing and paying student allowances to eligible secondary and tertiary students, student loans to tertiary students, and Government scholarships and awards to tertiary students, and, as part of managing this support, providing related guidance to students making financial and study decisions.

Summary of Performance

All performance measures for this output expense for the 2008/2009 year were exceeded.

For the year ended 30 June 2009 StudyLink processed a total of 131,164 Student Allowance applications and 249,822 Student Loan applications. These were increases of 28.6 per cent and 14.64 per cent respectively compared to the previous year. 

There was continued growth in the use of the online channel as the primary means for clients to access information and services. During the year 97 per cent of Student Allowance applications and 91 per cent of Student Loan applications were received online. 

In December 2008 a new function was added to the MyStudyLink online account service giving students the ability to apply online for the course-related costs component of their Student Loan. 

Despite a significant growth in volume, student satisfaction with StudyLink rose during the year, with 
86.4 per cent of the students surveyed indicating they were satisfied or very satisfied with the service 
they received.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	36,163


	Crown


	37,505


	36,128


	37,505



	259


	Department


	358


	164


	164



	-


	Other


	-


	-


	-



	36,422


	Total Revenue


	37,863


	36,292


	37,669



	34,397


	Total Expense


	35,400


	36,292


	37,669



	2,025


	Net Surplus/(Deficit)


	2,463


	-


	-




Service Performance

Outputs: Student Allowances and Student Loans

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	85.6%


	The percentage of independently surveyed students satisfied with the level of service received from StudyLink will be no less than:


	85.7%


	80–85%



	93.1%


	The percentage of independently surveyed users of the On Course programme who found the programme information valuable will be no less than:


	95.2%


	90–95%



	96%


	The percentage of New Zealand secondary schools contacted that will participate in one or more components of the On Course programme will be no less than:


	94.9%


	93%




Service Performance 


Output: Student Allowances 

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	97.8%
	Accuracy
The percentage of students who receive their correct Student Allowance entitlement on their first payment will be no less than:
	98.5%
	95%

	99.2%
	Timeliness
The initial entitlement assessment for a Student Allowance will be completed within five working days of application receipt:
	99.2%
	95%


Service Performance 

Output: Student Loans

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	99.8%
	Accuracy
The percentage of students who receive their correct entitlement (living cost component) on their first payment will be no less than:
	99.8%


	96%

	99.7%
	Timeliness
The initial entitlement assessment for a Student Loan will be completed within three workings days of application receipt:
	99.6%
	95%


Output Expense: Policy Advice and Support to Ministers (MCOA)

Output Class: Crown Entity Monitoring

Scope

This output class is limited to the purchase, appointment and monitoring advice for social development and employment Crown entities, and appointment advice for social development and employment statutory tribunals.

Financial Performance

	ACTUAL33
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	300


	1,900


	300



	-


	Department


	17


	-


	-



	-


	Other


	-


	-


	-



	-


	Total Revenue


	317


	1,900


	300



	-


	Total Expense


	268


	1,900


	300



	-


	Net Surplus/(Deficit)


	49


	-


	-




Service Performance 

Output Class: Crown Entity Monitoring 

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	5


	Quantity
Provide advice on Crown entity statements of intent and output agreements:
	10
	10

	20


	Provide monitoring advice on each Crown entity’s quarterly performance report against their statements of intent and output agreements:


	20


	20



	Quality characteristics met
	Quality
Advice and reports will meet the quality characteristics described in the Ministry of Social Development’s Quality Management System:
	Quality characteristics met
	Quality characteristics met

	New measure in 2008/2009


	Advice on appointments will meet the State Services Commission’s guidelines and relevant legislation:


	Standard met


	Standard met



	100%
	Timeliness
Purchase advice will be delivered to Ministers within negotiated deadlines:
	100%
	100%

	Revised measure in 2008/2009


	Advice to Ministers on draft Statements of Intent for the five Crown entities for the next year is provided by no later than 30 April 2009:


	100%


	100%



	New measure in 2008/2009


	Advice to Ministers on draft Output Agreements for the five Crown entities for the next year is provided by no later than 30 June 2009:


	100%


	100%



	100%


	Quarterly reports are reviewed no later than 20 working days from receipt of the final Crown entity reports:


	100%


	100%




Output Class: Social Policy Advice

Scope

This output class is limited to policy advice and servicing support comprising advice on cross-sectoral and long term social policy matters; advice on the design and operation of social development programmes and initiatives; the provision of information to, and discussion fora for, the public and other agencies on social policy issues; and ministerial servicing.

Financial Performance


	ACTUAL34
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES35
2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	45,482


	48,322


	45,482



	-


	Department


	1,265


	1,545


	1,545



	-


	Other


	-


	-


	-



	-


	Total Revenue


	46,747


	49,867


	47,027



	-


	Total Expense


	45,611


	49,867


	47,027



	-


	Net Surplus/(Deficit)


	1,136


	-


	-




Service Performance 

Output Class: Social Policy Advice 


	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	Standard met
	Quantity and Timeliness

Policy advice will be delivered in accordance with a work programme that is agreed with their respective Ministers:
	Standard met
	Standard met36

	95.7% of cases37
	Quality
Process
An audit shows that the Ministry of Social Development’s policy and research processes as outlined in the Quality Management System have been followed in at least:
	93.1% of     cases
	90% of cases

	Standard met
	Technical robustness

An external independent review of the Ministry of Social Development’s policy advice confirms that it meets acceptable standards based on pre-determined criteria:
	Standard met
	Standard met


Service Performance 

Output: Ministerial Services

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	98.2%
	Quality
The percentage of ministerial drafts provided for the Minister’s signature containing no avoidable errors will be no less than:
	98.9%
	95%

	99.9%


	The percentage of parliamentary question drafts provided for the Minister’s signature where error could have been avoided will be no less than:


	100%


	100%



	96%
	Timeliness
The percentage of draft ministerial replies to be completed within 20 working days of receipt by the Ministry, unless otherwise agreed will be no less than:
	95.8%
	95%

	100%


	Information for oral parliamentary questions will be provided to the Minister’s Office within the timeframe they specify:


	100%


	100%



	100%


	The percentage of written parliamentary questions will be answered within the time specified by the Minister’s Office:


	99.7%38


	100%




Output Expense: Prevention Services

Scope

Education and advice services for the prevention of child abuse and neglect, and the promotion of the wellbeing of children, young people and their families.

Summary of Performance

Child, Youth and Family provides education and advice services for the prevention of child abuse and neglect, and the promotion of the wellbeing of children, young people and their families. These services include, activities to build and support stronger communities, including public education programmes that aim to promote the importance of child and family wellbeing.

Some of the activities include:

Public events that promote the awareness of child abuse issues and youth empowerment as part of the Northland Everyday Communities programme.

A service evaluation in Waitakere recommended the Everyday Communities programme in Waitakere support eight programmes of action which will increase support for parents, empower and support girls aged 10–16 years and provide family violence support for Hoani Waititi Marae.  

Pacific Communities of Greater Wellington staged the Mana Pasifika youth event, and child abuse and neglect prevention messages were provided in Pacific media.  

Everyday Theatre reached approximately, 4000 young people in West Auckland schools. 

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES39
2009

$000

	 


	Revenue


	 


	 


	 



	3,187


	Crown


	3,040


	4,490


	3,040



	32


	Department


	259


	601


	601



	13


	Other


	-


	13


	13



	3,232


	Total Revenue


	3,299


	5,104


	3,654



	3,013


	Total Expense


	3,334


	5,104


	3,654



	219


	Net Surplus/(Deficit)


	(35)


	-


	-




Service Performance

Output: Prevention Services

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	Standard met


	Quality
In those communities in which the Everyday Communities Programme is run, there is increased awareness of child abuse and neglect:
	Standard met
	Increase in awareness as measured by monitoring at the end of each phase of the programme40




Output Expense: Services to Protect the Integrity of the Benefit System

Scope

Services to minimise errors, fraud and abuse of the benefit system. 

Summary of Performance

All performance measures were exceeded for the 2008/2009 year.

We continued to focus on identifying when a client’s change in circumstance requires an adjustment to their benefit payments. Through this integrity activity, frontline case managers are advised they need to review a client’s record and adjust their benefit payment. Notifying case managers of these changes to a client’s circumstances reduces the chance of fraud and overpayment occurring. In 2008/2009, 22 per cent of clients contacted had their benefit adjusted.

Prosecution is one of the deterrents the Ministry uses to protect the integrity of the benefit system. The Ministry continues to successfully prosecute cases, with 94.7 per cent of all cases prosecuted for fraud resulting in a successful outcome for the Ministry. 

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES41
2009

$000

	 


	Revenue


	 


	 


	 



	38,442


	Crown


	38,786


	35,613


	38,786



	284


	Department


	349


	346


	346



	-


	Other


	-


	-


	-



	38,726


	Total Revenue


	39,135


	35,959


	39,132



	38,606


	Total Expense


	38,832


	35,959


	39,132



	120


	Net Surplus/(Deficit)


	303


	-


	-




Service Performance 

Output: Services to Protect the Integrity of the Benefit System


	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	81%
	Quality
The percentage of clients aware of the consequences of committing benefit fraud will exceed:
	81%42
	75%

	23.5%


	The change in circumstances notification for clients contacted through the Early Intervention Strategy will exceed:


	22%


	20%



	94.5%


	Of the cases that we prosecute, the proportion of successful prosecutions concluded will exceed:


	94.7%43


	85%



	2 working days
	Timeliness
All change of circumstances notifications arising out of Early Interventions will be notified to the appropriate case manager to ensure clients receive correct entitlement within:
	2 working    days
	3 working     days


Output Expense: Tailored Sets of Services to Help People into Work or Achieve Independence

Scope

The appropriation is limited to delivering tailored sets of services to individuals to help them into sustainable employment, participate more fully in their community or achieve a greater level of social independence; and the management of related non-departmental output contracts. The composition of each set of services is determined by the individual’s needs and selected from a mix of employment readiness training and support, employment placement, social support services, payment of income support and training support benefits, and referrals to other employment or social support providers.

Summary of Performance

Work and Income is continuing to see more Unemployment Benefit-related client exits now than we achieved before the recession. However, the two Getting Clients in Work performance measures did not exceed target. This is because we have granted twice as many benefits as we did in 2007/2008, which has increased the size of the population we use to measure the percentage of exits. As a result this has contributed to a decrease in the percentage of exit rates for both Getting Clients into Work performance measures. New sustainable employment measures and targets have been introduced for 2009/2010 that take into account the shift in the economy. These performance measures separate Unemployment Benefit jobseekers and work ready non-Unemployment Benefit clients, which are currently combined.

Work and Income service standards remain strong despite a significant increase in volumes, compared to the same time last year. The accuracy levels for processing working age entitlement assessments have improved from 89 per cent to 90.9 per cent, and our timeliness from 85.1 per cent to 89 per cent.

Financial Performance


	ACTUAL44
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES45
2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	402,908


	412,914


	402,908



	-


	Department


	4,566


	10,100


	10,109



	-


	Other


	1,036


	4,349


	4,349



	-


	Total Revenue


	408,510


	427,363


	417,366



	-


	Total Expense


	415,797


	427,363


	417,366



	-


	Net Surplus/(Deficit)


	(7,287)


	-


	-




Service Performance 

Output: Tailored Sets of Services to Help People into Work or Achieve Independence




	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	37.5%
	Getting Clients into Work

The proportion of job-seeking clients in receipt of a main benefit who exit into employment will be:
	30.6%46

	35%

	32.5%


	The proportion of job-seeking clients in receipt of a main benefit with a duration of six months or more who exit into employment will be:


	28.6%47


	35%



	41.1 weeks
	Clients Remaining in Work Longer

The average cumulative time that job-seeking clients, who exit to work, spend in employment over the course of a year will be:
	39 weeks
	37 weeks

	67.3%


	The proportion of job-seeking clients who exited into employment and achieved six months continuous employment will be:


	60.7%


	59%



	New measure in 2008/2009
	Quantity
The number of Work Support service sets delivered during the year will be:
	164,53648
	115,000 – 127,300

	New measure in 2008/2009


	The number of Work Development Support service sets delivered during the year will be:


	242,68249


	211,300 – 233,500



	New measure in 2008/2009


	The number of Community Support service sets delivered during the year will be:


	106,026


	103,500 – 114,400



	89%
	Quality
The percentage of entitlement assessments completed accurately will be no less than:
	90.9%
	90%

	85.1%
	Timeliness
The percentage of entitlement assessments completed within five working days will be no less than:
	89%
	85%


Output Expense: Vocational Skills Training

Scope

This appropriation is limited to vocationally based skills training for working-age people through the Training Opportunities Programme.

Summary of Performance

Several factors have contributed to Training Opportunities performing slightly above target in 2009:

The average numbers of learners reflects the increase in the numbers of learners eligible for the Training Opportunities programme.

There is an increasing demand across the country from people wanting access to Training Opportunities.

The better than expected percentage of learners being in paid employment or training within two months can be attributed to many learners opting for further training after leaving the programme.

Financial Performance

	ACTUAL50
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	89,851


	85,635


	89,851



	-


	Department


	-


	-


	-



	-


	Other


	-


	-


	-



	-


	Total Revenue


	89,851


	85,635


	89,851



	-


	Total Expense


	89,153


	85,635


	89,851



	-


	Net Surplus/(Deficit)


	698


	-


	-




Service Performance 

Output: Vocational Skills Training

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	New measure in 2008/2009


	In depth discussions regarding training needs will be undertaken prior to annual purchasing in the:


	11 Work and Income regions


	11 Work and Income regions



	New measure in 2008/2009


	The proportion of programmes delivered by NZQA registered and accredited training providers will be no less than:


	100%


	100%



	New measure in 2008/2009


	The percentage of learners who move on to employment or further tertiary training outside of Training Opportunities within two months of leaving the programme will be no less than:


	69.5%51


	60%



	New measure in 2008/2009


	The proportion of training providers monitored and programme performance evaluated including outcome achievement will be no less than:


	100%


	100%



	New measure in 2008/2009


	The average number of learners in training at any one time will be:


	7,508


	7,400




Output Expense: Youth Justice Services

Scope

Social work and other services to manage and resolve offending behaviour by children and young people by providing assessment, support, programmes, containment and care of young offenders.

Summary of Performance

Youth justice family group conferences are the primary way Child, Youth and Family deals with young people who have offended. Family group conferences develop individualised plans that address all the young person’s needs and can create an opportunity for change. 

The percentage of children and young people whose youth justice family group conference plans were completed and objectives met, has improved by 10 per cent during 2008/2009 from 80 per cent at the end of June 2008 to 90 per cent by 30 June 2009. 

Child, Youth and Family did not meet its timeliness measure for holding youth justice family group conferences within statutory timeframes. This timeliness measure, however, has improved and was only 3 per cent away from reaching the minimum standard of 100 per cent. This was because external parties (family, whänau and other agency representatives), were unable to meet.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	101,984


	Crown


	104,528


	97,400


	104,528



	759


	Department


	972


	397


	397



	-


	Other


	-


	-


	-



	102,743


	Total Revenue


	105,500


	97,797


	104,925



	100,724


	Total Expense


	100,765


	97,797


	104,925



	2,019


	Net Surplus/(Deficit)


	4,735


	-


	-




Service Performance 

Output: Restorative Services

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	82.8%


	Quality
Percentage of children and young people whose Youth Justice Family Group Conference plans were completed and the objectives were assessed as being met:
	90%52
	80%


Service Performance 

Output: Case Management


	ACTUAL 

2008


	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	87.8%
	Timeliness
Youth Justice Family Group Conferences are held within statutory timeframes (unless there are special reasons for delay)53:
	97.1%54
	100%


Vote Senior Citizens

Output Expense: Senior Citizens Services

Scope

Provision of policy advice on matters concerning legislation to protect the rights and interests of older people, their wellbeing, and related issues. It also includes ministerial services and support for local community involvement in senior citizens’ issues.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	1,017


	Crown


	1,017


	1,017


	1,017



	8


	Department


	11


	18


	18



	-


	Other


	-


	-


	-



	1,025


	Total Revenue


	1,028


	1,035


	1,035



	911


	Total Expense


	933


	1,035


	1,035



	114


	Net Surplus/(Deficit)


	95


	-


	-




Service Performance 

Output: Senior Citizens Services




	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	Standard met
	Work Programme and Timeliness

Policy advice will be delivered in accordance with a work programme agreed at the commencement of each six-month period with the Minister for Senior Citizens:
	Standard met
	Standard met55

	100% of cases
	Quality56
Process

An audit shows that the Ministry of Social Development’s policy and research processes as outlined in the Quality Management System57 have been followed in at least:
	90% of cases
	90% of      cases

	Standard met
	Technical robustness

An external independent review of the Ministry of Social Development’s policy advice confirms that it meets acceptable standards based on pre-determined criteria:
	Standard met
	Standard met58

	Standard met
	Timeliness
Two six-monthly reports on the Work Programme will be provided within 20 working days from the period end:
	Standard met
	20 working days of the period end

	100%


	The percentage of draft Ministerial replies to be completed within 20 working days of receipt, unless otherwise agreed, will be:


	100%


	95%




Vote Veterans’ Affairs – Social Development

Output Expense: Processing and Payment of Pensions

Scope

The purchase of processing and payment of War Disablement Pensions and related allowances, veterans’-related pensions and concessions and payments under the Rehabilitation Loan Programme. 

Summary of Performance

The performance measure for this Output Expense has been exceeded.

On 5 August 2008 the responsibility for the payment of War Disablement Pensions was transferred from the Ministry to the New Zealand Defence Force. On 7 August 2008, the administration of Veteran’s Pension claims and transfers returned from the New Zealand Defence Force to the Ministry. 

The transfer of functions between the two agencies has been successfully managed in a seamless process for our mutual clients.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	4,132


	Crown


	484


	4,132


	484



	32


	Department


	35


	23


	3



	-


	Other


	-


	-


	-



	4,164


	Total Revenue


	519


	4,155


	487



	4,123


	Total Expense


	459


	4,155


	487



	41


	Net Surplus/(Deficit)


	60


	-


	-




Service Performance 

Output: Processing and Payment of Pensions

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	96.8%


	The percentage of new Veteran’s Pension applications that are administered and processed by the Ministry of Social Development (application acknowledged and decision relayed to the veteran) within seven days will be no less than:


	96.6%59


	90%




Output Expense: Processing and Payment of Veterans’ Pensions
Scope

This appropriation is limited to the processing and payment of Veterans’ Pensions and related allowances. 

Financial Performance

	ACTUAL60
2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)
	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	-


	Crown


	407


	-


	407



	-


	Department


	-


	-


	20



	-


	Other


	-


	-


	-



	-


	Total Revenue


	407


	-


	427



	-


	Total Expense


	318


	-


	427



	-


	Net Surplus/(Deficit)


	89


	-


	-




Service Performance 

Output: Processing and Payment of War Disablement Pension

	ACTUAL 

2008
	PERFORMANCE MEASURE


	ACTUAL           2009


	STANDARD
2009



	96.8%


	The percentage of Veterans’ Pension applications administered and processed (application acknowledged and decision relayed to the veteran) within seven days will be no less than61:


	90%


	90%




Vote Youth Development

Output Expense: Youth Development

Scope

Leadership and provision of policy advice and service delivery to improve outcomes for young people.

Financial Performance

	ACTUAL

2008

$000
	FINANCIAL PERFORMANCE (FIGURES ARE GST EXCLUSIVE)


	ACTUAL

2009

$000
	MAIN ESTIMATES

2009

$000
	SUPPLEMENTARY ESTIMATES

2009

$000

	 


	Revenue


	 


	 


	 



	5,614


	Crown


	5,214


	5,499


	5,214



	157


	Department


	54


	37


	37



	120


	Other


	-


	-


	-



	5,891


	Total Revenue


	5,268


	5,536


	5,251



	5,834


	Total Expense


	5,026


	5,536


	5,251



	57


	Net Surplus/(Deficit)


	242


	-


	-




Service Performance 

Output: Youth Development





	ACTUAL 

2008


	PERFORMANCE MEASURE


	ACTUAL
2009


	STANDARD
2009



	Standard met


	Quantity and Timeliness

Advice will be delivered in accordance with the work programme agreed with the Minister of Youth Affairs:


	Standard met


	Standard    met62



	100% of cases


	Quality63
Process
An audit shows that the Ministry of Social Development’s policy processes as outlined in the Quality Management System64 have been followed in at least:
	100% of cases65


	90% of cases



	Standard met


	Technical robustness

An external independent review of the Ministry of Youth Development’s policy confirms that it meets acceptable standards based on pre-determined criteria:


	Standard met


	Standard met66



	100%


	Accuracy
The percentage of Ministerial drafts provided for the Minister’s signature where error could have been avoided will be no less than:


	100%


	95%



	100%


	The percentage of Parliamentary Question drafts provided for the Minister’s signature where error could have been avoided will be no less than:


	100%


	100%



	100%


	Timeliness
The percentage of draft Ministerial replies to be completed within 20 workings days of receipt by the Ministry, unless otherwise agreed, will be:


	100%


	95%



	100%


	Information for oral parliamentary questions will be provided to the Minister of Youth Affairs’ office within the timeframe they specify:


	100%


	100%



	100%


	The percentage of written parliamentary questions will be answered within the time as specified by the Minister of Youth Affairs’ office will be:


	100%


	100%




�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	Programme delivered by Child, Youth and Family to prepare adoptive applicants for receiving an adopted child.





�	Research showed that educating and preparing prospective adoptive parents resulted in more stable adoptions and in less placement disruption. It is rare for disruption to occur between the making of an Interim Adoption Order (which occurs when consent to the adoption is made 11 days after the birth of the child) and the Final Adoption Order.





�	A wide range of initiatives and changes to the processes including improved recording and co-ordination of information has been seen at each site. This has meant the implementation of the Intake and Assessment systems across all sites has led to greater efficiencies in work processes and in providing services to children and their families. 





�	This performance measure focuses social work activity on the achievement of an outcome to a notification. Reporting captures the length of time it takes to complete an investigation from allocation to assessment decision. 





�	Wide ranging initiatives and changes to processes, including improved recording and co-ordination of information has meant that all sites have managed their investigation volumes in a timely manner and have been more efficient in their work with children and their families. The measure exceeded its standard by 18 per cent even though the number of investigations completed overall increased by 28 per cent from last year.





�	This output includes family/whänau agreements and holding care and protection family group conferences for children, young people and their families, with a priority of achieving permanency for children being put into Child, Youth and Family care.





�	Wide ranging initiatives and changes to the processes, including improved recording and co-ordination of information, have enabled all sites to manage their family group conference volumes in a timely manner. This has resulted in the measure exceeding the 2008/2009 standard by 8 per cent. Thirty-four out of 42 Child, Youth and Family sites exceeded the standard.





�	Each family group conference is reviewed within timeframes established in the particular plans.





�	The initiatives and changes to processes have enabled all Child, Youth and Family sites to manage their family group conference volumes in a timelier manner. As a result, this measure exceeded its standard by 8 per cent. 





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�12	The money collected from those former clients and students no longer in receipt of a benefit. Following further assessment of the amount collected from former clients and students, the standard for this measure has been revised in the 2009/2010 Output Plan and differs from the standard stated in the 2009/2010 Estimates of Appropriations. The amount in the Estimates is $70 million–$76 million.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	This covers all providers contracted under sections 396 and 403 of the Children, Young Persons and Their Families Act 1989 who are classified as high or medium risk providers.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	These Heartland Services measures were developed as quantity measures but also as a proxy for quality. As attendance is voluntary, the assumption made is that if the services are not useful neither the agencies nor the clients would use the centres.





�	An increase in interest from community organisations to deliver services from Heartland Services Centres has resulted in higher than anticipated agency numbers.





�	Two advertising rounds have raised Heartland’s profile in communities and we have seen higher customer numbers as a result.





�	Family and Community Services is funded to maintain no less than 34 Heartland Services Centres, and it currently provides services from 35 centres.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	This measure reflects the speed with which these applications are processed as this is the primary source of income for these clients.





�	Work has been done with all our regions to improve accuracy. Although this measure did not achieve the standard, this year we have seen a steady improvement overall in our results (over the last seven months) by 3.8 per cent. The Ministry will continue to work with all the regions to maintain this momentum.





�	Work has been done with all our regions to improve timeliness. Although this measure did not achieve the standard, the result has been improving over the past two months. We will continue to work with all regions to maintain this momentum.





�	The wording of this performance measure in the 2008 Estimates was incorrect and it was corrected during the year. 





�	There was a difference in client satisfaction between Australian and New Zealand clients with Australian client satisfaction higher at 85 per cent than New Zealand client satisfaction – less than 80 per cent satisfied. One possible explanation is that clients in New Zealand are less satisfied with the direct deduction policy rather than with the client service. Unfortunately the full analysis has not been able to provide a detailed explanation for the difference in satisfaction levels, but we have identified three areas where we can put a strategy in place to improve client satisfaction for International Services clients. These areas include easy access to accurate information, client service and better telephone contacts for clients.





�	This means Multi Class Output Approropriation.





�	Performance has improved in all areas including response times to phone calls.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	The target in the 2008 Estimates was incorrectly given as 95 per cent instead of 85 per cent. 





�	The continued lower than expected volumes of SuperGold Card applications enabled us to process the majority of applications within two working days.





�	We have focused on business partner applications being processed in a timely manner.





�	We have continued to meet this performance measure because of the low number of updates received on a monthly basis.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	The target in the 2008 Estimates was given incorrectly as ‘Processes are complied with in at least 90 per cent of cases’ instead of ‘Standard met’.





�	The result is limited to Social Services Policy only as reflected in the 2008/2009 Estimates of Appropriation. Forty-Five out of 47 cases equal �95.7 per cent.





�	Out of the 979 written parliamentary questions for the year ended 30 June 2009, three were late because we did not provide the information within the required timeframe.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	Each programme has four phases. A benchmark is established at the beginning of the programme and at the end of each phase.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	A significant factor in the overall result is the increased emphasis the Ministry puts on ensuring clients are aware of the consequences of not telling the Ministry about any changes to their personal circumstances.





�	The high quality of cases referred for prosecution has contributed to a high rate of success.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	This includes transfers made under section 26A of the Public Finance Act 1989.





�	This is due to a shift in the economy which has led to significant increases in unemployment figures, and has created a difficult market to place people into work.  





�	See footnote 46.





�	See footnote 46.





�	See footnote 46.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	This measure exceeded target because of the increased numbers of learners who chose to do further training after completing the programme. This is also partly due to the slowing economy. 





�	The emphasis at all Child, Youth and Family (CYF) sites has been on improving systems and data recording. This has resulted in 39 out of the 42 CYF sites exceeding the standard. The measure exceeded its standard by 10 per cent.





�	Section 249 of the Children, Young Persons, and Their Families Act 1989 requires family group conferences to be completed within seven days or one month after being convened, unless there are special reasons why a longer period is required.





�	External parties (family, whänau and other agency representatives) were unable to meet for the family group conferences, which meant the family group conference statutory timeframe was not met. Eighteen out of the 42 sites met the 100 per cent standard for this measure compared to six sites at 30 June 2008. Service improvements at all sites have seen better performances in most regions. 





�	Standard met means we received confirmation from the Minister for Senior Citizens via the Office for Senior Citizens that advice had been delivered in accordance with an agreed work programme.





�	The work in relation to the internal audit, review or survey for these measures will be conducted during the year and reported on an annual basis.





�	The quality characteristics in the Ministry’s Quality Management System are based on decision making (defining, debating and deciding) and communication (capturing issues, convincing and confirming).





�	The standard for this measure is based on a continuum of standard not met, standard met and standard exceeded. 





�	As the Veteran’s Pension is a main source of income, applications are treated with urgency.





�	There is no Actual for 2007/2008 as this is a new output class expense for 2008/2009.





�	From August 2008 War Disablement Pensions became the responsibility of Veterans’ Affairs – New Zealand Defence Force. The Ministry of Social Development retained responsibility for the Veteran’s Pension, an income support measure similar to New Zealand Superannuation. 





�	Standard met means we have received confirmation from the Minister of Youth Affairs via their office that advice has been delivered in accordance with a work programme.





�	The work in relation to the audit, review or survey for these measures will be conducted during the year and reported on an annual basis.





�	The quality characteristics in the Ministry’s Quality Management System are based on decision making (defining, debating and deciding) and communication (capturing issues, convincing and confirming).





�	Audits carried out in December 2008 have met the processes outlined in the Quality Management System.





�	The standard for this measure is based on a continuum of standard not met, standard met and standard exceeded.








