
MINISTRY OF SOCIAL 
DEVELOPMENT 
TE MANAlO WHAI<AHIATO ORA 

Date: 9 July 2015 Security Level: IN CONFIDENCE 

To: Han Anne Tolley, Minister for Social Development 
.·. 

From: Murray Ed ridge, Deputy Chief Executive, Community Inve,§t . . .i~~ 
. . ·~~:::~ -~~:~.::; ... 4:;:,:"~ 

Proposed approach to re-designing t:hl~\~~~:~;:J~·geting 
Services funding and service model .. ,#~~~::~;\::;. ·-::~:;. 

Purpose of the report ·<> ·(~ 
The purpose of this report is to inform you of our ~pQ$e~<§pproach to work with key 
partners in the sector to re-design the way we fund~d-~eli.'@r Budgeting Services from 1 
July 2016. The report also outlines how we J;.:!L :::1!?~i::use the funding available In 
2015/16 while we transition to this new way o{#or ··:;; 

Recommended actions 
•"J.d;~~~::<.'::~;:if:> 

It is recommended that you: 
~:~~~"' 

1 Note the baseline appropriation· 

2 

3 

July 2015 to $14.9m 
Yes I No 

• .::~,-· 
Note that in 2015}1'"6, work with key partners to co-design the Budgeting 
Services delivery ·''·~ fot;~1mplementation from 1 July 2016. 

/:}:A<:.~~: ~".-~.:.· •..•• ·,·.·.~; .. ~;~~~ 
)~;'! '"', :~~' 

Yes I No 
~~·~ 
'.'\F 

Note that whir 
available 

"""' 

ndertake this work, we propose to utilise the $14.9 million of 
follows: 

• .~·~m C?~&;i~ll $12.4 million of the currently contracted direct service delivery 
.::~:run~g .f0 provide stability to the sector 
?~~s\~~~~· .':~::~~;=, 

.,:~. • utn~··$1.3 million to address existing cost pressures, over-delivery and gaps 
,, .,,~1:•;· .r6o· r-::-:9 -=2 .,...b:-::i::-i C::-o_m_m-er--,ci:-;al"""l -;o--~-:1 

. ;.;:t .. :':'~·':'~:~tfnd the New Zealand Federation of Family Budgeting Services {NZFFBS)"=--...,.-,---' 
"'?/i::y;,.¢~,,~{' .·r6'~1 ~o Investigate and implement recommendations from the 2013 Budgeting 

'··:~, .. A::' Services review specific to their national role and expertise, and build on 
··<:::r outcomes from the Community Investment trials . 

. Xf'''"''·:'Ni'o' 

• $0.900 million to re"design and reconfigure Budgeting Services in partnership 
with the sector and Informed by the 2013 Budgeting Services review, and then 
transition to the new way of working. · I 

Yes I No 1 
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5 

6 

Note that Community Investment will, from 1 July 2016, manage the total funding 
baseline of $14.9m appropriation as recommended In Cabinet Paper 101/12 . 

Yes I 'y""'":·:·,···. 

. /~'::::it:.;~~'::.:~>~:. 

Note that the proposed approach will align to the recently released Co(:nmuiil~y 

Investment Strategy, ensuring clearer results, reduced duplication, better ~rgetidg 
of servlces1 and greater transparency and coMdeslgn with the sector. :~:;;;;:;o;:;;.y;:i~· 

.. (;~:~i~~ .r~ 
,:'%:;;~;~~:~t' }ls I No 

Note the role of the wider sector·lncluding the budgeting servJces}~qtd~/work and 
Income, the Ministry of Business, Innovation, and Employm~.f;lt};~\iij th~'-commlsslon 
for Financial Capability in assisting to develop our proposed::~proa·~:, . 

. ::~'!~ '{~~~~~~fr~. . 

··c•:t·· Yes/ No 
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Background 

7 Budgeting Services helps Individuals and families achieve their financial goals through 
access to financial education and confidential one-to-one budget advice and 
assistance. In 2014/2015, the Ministry of Social Development (MSD) contracted 98 
non-government organisations to deliver 188 Budgeting Services contracts. Of these 
contracts1 148 expire in either 2014/2015 or 2015/2016, with the remaining 40 

expiring In 2016/17, :f},?:'''':,::~;~;~':~~. 

8 The Budgeting Services baseline funding of $8.9m has remained constant unfit l 
2013/14 with one-off top up grants of $0.6m In 2011/2012 and $1.Sm I~ 2013/lOi4. 
As part of Budget 2014, and as a result of a significant Increase In Wo,r:J<''a9,d Income 
referrals following the Future Focus Reform, the Government announ~, v~ 4,pa 
increase in funding in 2014/15 and a further $2m per annum lncreas~J :~;::~:·:) 
2015/2016, taking the new baseline to $14.9m per annum. .,:,,, _c:.i'fiX"<:;~,-- <·' 

,..:~~?· . '}<~~~:~~~ ·'~~ 
9 An investment approach is required to ensure the total govw~rnenec~ntrlbution to 

Budgeting Services is used to best effect as per Government dir~~lon {Cabinet Paper 
CA6101/12 refers). · ·::> · 

~,~t~;}1~~=:~~~ 

10 Currently a range of government, community a~l!. ~mm.erclal organisations are 
engaged in building financial capability in New ~eala' The proposed approach to 
re~designlng Budgeting Services will link to . r,:~·iec, ·- of work being undertaken 
within the sector( including the Commission fi .,, ¢~1 Capability's (CfFC) National 
Strategy for Financial Capability1 the a~~~t" . ·vestor Capability Strategy and 
MSD.'s Community Finance initiative. ~~~~~ .. '._ ·~1. 

·•<z~~~:,,,:;·>;;!J::;~/~,~ 

The current budget service m~~t=~his:·gaps and inconsistencies 
~~~~~~;:~:;~~,~~~~?<~;~",. 

11 In 20131 Budgetlng Services w~re revf:~)VEid In response to increased demand for 
services due to rising financial Sfi"~J.n ~pd problem debt among many New Zealand 
families. This review and fe,:.e,:dback'Wom the sector Indicated inconsistencies and gaps 
in the current approach/ttrsl1~eting Services delivery and fundlngr Including: 

• a need to clarify,~.,the tiso target population for Budgeting Services is and 
I f~,.y "~1-r~.. ~~··~ 

how results ar;eS:fueasutie:€fand evaluated for these users . 
• that the curr4~t ~rvl~··model does not account for the different levels and 

Intensity ~:'SerV~~s:~equired to meet customer needs {ranging from single 
meetlng~hQ.~~~Iete a budget worksheet to on-going financial management of 
all a~~~~ct~'"'qt.,~;~stomer's budget) 

·o· .. -~~~)f;{_"'-. :X:.~--

D histo~~···~,t:.ences in funding rates between agencies 
• gaps a¥ duplications In funding within and between geographic areas 
• ,:~:i{h~,~nee"&to align Budgeting Services to wider MSD and government initiatives-. 

·>,<;;;::~:~~~~~;" .-1:.:~~~;· 

12 (Jn Nov~~oer 2013, the Cabinet Paper CABlOl/12 reported on the Budgeting Services 
•• ,:s. ·-~.diiJ:sf·Review, and sought agreement to Increase financial support for 

·l:;; .:;eoiff:~unlty/NGO budgeting services. The Cabinet Paper recommended that MSD 
-:~~~;i}''w~k with the sector to offer appropriate and targeted budgeting support to clients, 

··:j:J:~:tid to maintain and strengthen social and financial gains from the Welfare Reform. 
--::·.· 

Allocation of the additional funding (I.e, $1.5m In 2013/2014 and $4m In 2014/2015) 
was based on the previous year's demand experienced by providers (i.e. providers 
who were operating at a cost deficit or who demonstrated an ability to meet 
increased demand in 2014/2015). This approach to allocating top~ups did not 
address the underlying issues for the sector identified above. 
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R:.-e-designing the way we deliver and fund Budgeting Services 

iA- As detailed above, the review of Budgeting Services In 2013 Jd.entified a dear 
imperative to improve the Budgeting Services model to respond to customer need, 
address Inconsistencies and gaps in current funding and delivery, and shift to 
outcomes-based contracting. To achieve these alms1 we propose to work with key 
sector partners in 2015 and ensure alignment to the recently released Community 
Investment Strategy. 

._,_-:·>-·.. >' 

15 The following table outlines how we propose to utilise the 2015/16 availabl~ functrng;< 
Prc::lposed F16 
spend- total 
$1 A.9 m available 

Breakdown of funding 
in 2015/16 

$8.90 million baseline 
funding (includes the 
NZFFBS baseline funding 
of $0.500 million) 

How baseline funding will be distributed 

.· .... ,•·· 

Will be rolled over with nocharigespending 
outcomes of the servlpe design, 

··.·.' 

Is 9(2 b)(ii) Commercially Sensitiv $3.50 million (from $4 
million in funding made 
available 1 July 2014) 

Will be rolled,over,with no changes pending 
outcomes oftbe,$eWlce design. 

t,----..-----;---;;--->J to 
sup port direct 
bud getlng service 
deliVery, address 
gaps and cost 
pressures, and to 
workwith the 
NZFFBS 

$0.900 million to 
reco nfigure 
services and th~ 
sectorand . ·. 
transition10,the 
new wayof .. ( · 
working 

.,<•' ' 
Addressjmmeqiate direct service needs by 
allooaHn.g; · 

$1.30 million (from the $2 
million made available 
from 1 July 2015) 

~( $0. 70p mi!flon to bridge immediate service gaps 
/ < and over-delivery 

• $0;600 million for providers experiencing severe 
</. T fmancial distress and cost pressures 

~~~=--~~;~~~ s 9(2)(b)(ii) Commercially Sensitive "• 

i-----;::-~··· -'·:'·:·--;-;·:·__:____---,,--------:-:---~---:----:--------r 
Reconfigure services and the sector by utilizing: 

•$o.;od·mml~~ (from the 
' $4{fli1lion in addilional 

basefine funding made 
avc:lllable 1 July 2014) 

• $0.400 million from $2 
millfon in additional 
baseline funding (made 
available 1 July 2015) 

• $0.200 million to engage the secto·r to co-design 
the future service and funding model 

• $0.200 million Investigate opportunities to link 
with the Community Finance initiative and how it 
might support budgeting services going fmward 

• $0.500 million to test and Implement 
recommendations from the 2013 Budgeting 
Services review e.g. re-designing resources 
targeted at those on low incomes, ensure 
consideration of Maori and Paclfic cultural 
needs and shifting to outcomes based 

1 <·:/_ contracting. 

-::z:.. ...... Jv: will work collaboratively with key sector partners !ncluding NZFFBS, Work and 
·, ,,,.'.' Income (W&I)1 the Ministry of Business, Innovation1 and Employment (MBIE) and 

CfFC among others to ensure services meet Government priorities and priority user 
needs. 
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,-he role of the NZ Federation of Family Budgeting Services 

.i:l~;,:~~:,~~;:~~~;,_>. 
The re-design of B~dgeJing Services links in with other key 

l /)' . &,~..:.,.. A~~ 

Government stra~¢9ies~J:":.::;::;:;~:Y 

22 By re--designil'!st::.t;i~:(:£J~~~~9 Services delivery and funding model1 this project 
enables us to~n.~~re-,ifi~ services are value for money and provide the best return on 
our investmeflt~'i)y d~livering better public services to those who most·requlre 
budgeta~' . . ·'ee. 

:.'·~~. ~~~:;;.~;?·. ~::~~=~ 
23 The "roj~cf'W!ill be developed and Implemented In line with the Community 

In "Y:·:·.•?' ., •• n~;;~trategy through setting a clear direction for future fundlng1 building the 
evide~~.,.J;fase and improving the quality of data collection. It will also incorporate 

·:::,~nd bu!Jff on findings from the Community Investment trials, where two MSD funded 
,.r;,~'- ~,9~Tng Services providers have been supported to transition to an outcomes 

·4;~:,:(t~~;;#:~t: ' . 
·.:,::f!As noted above, this Budgeting Services project will link up with wider MSD and 

Government work including building the financial capability ·of New Zealand (led by 
MBIE and CFFC), hardship and debt reduction, Child Poverty and the Vulnerable 
Children (led by MSD). We are also working closely with these other agencies and 
community partners to ensure that our work aligns In building the financial capability 
of New Zealanders, and to ensure there Is no duplication or gaps I!' analysis. 
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Key messages 

25 Below are some key messages in regards to Budgeting Services from 1 July 2015 
which will also inform any discussions with providers: 

o Reviews of the Budgeting Services sector have Identified a need for services to 
be more aligned to customer need and to address inconsistencies and gaps In 
the current delivery model · ... 

·- .r;.-,~~~'V·~h ~ 

o As part of this work MSD is developing a sustainable service and funding Qiodef'~':''· 
for Budgeting Services that will better address community needs and gap~.,ln ]· 
services <·. .;~~:~:;;:;,~;::} 

• We want to review what we purchase, how we purchase and who g.~r t~rget 
populations are before contracting in 2016/2017 so that the servrc;,c;t~tl f~nding 
models reflect current needs of our priority customers .,::::~:}. '>2*~::::;; .. :<:#/ 

• Community investment will be working with the sector to mmntC)~W~Bd;;;·· 
strengthen social and financial gains from the Future Fo~ · /~ e ·Reform 

• MSD's approach to transltlonlng to this funding model qf~~s we Will roll over 
existing baseline funding for 2015/2016 while we review arla::~nsult on service 
and funding models that will be Implemented frol1),,~~~6/2017 

• Our proposed approach will align to the Commu,]i!:fty tibr:~~ment Strategy, 
ensuring clearer results1 reduced duplication, ,~et~:i:fa.rgei:lng of services and 
greater transparency and co~deslgn with th#~eg!iar'''1:~~~· 

"~~»;.. ·;v '· 

• MSD will invite the New Zealand Federatlorf~:famiJY Budgeting Services and 
other sector representatives to work c,qfjatl~~ti~~'y with us In this process 

• The additional $2 million of baseline f~~lng ~at comes on stream In 2015/2016 
will be directed to stabilising the se'~·-iiYil~t)etpportlng this development work 
(including a one-off grant to the:;~t:~~~~~{ri''providlng training and development), 
engaging the community to co'!j;ge:Si~m the new service model, training 
opportunities to help build .the c~~btifty of organisations and development of 
resources to ensure they stil~t?,Qrt t~e Implementation phase and meet the needs 
of priority populations~.,. ··'*-:?.<.'>;:::;!· 

~..::\~{<~~:=:~;,-, 

File ref: REP/15/6/58 ,,;j~~~1;;,>. .): 

·.--;~~::~j~~,· 
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Date: 

To: 

From: 

21 August 2015 

MINISTRY OF SOCIAL 
DEVelOPMENT 
TE MANAT(iWHAKAHIATO ORA 

Security !LeveR: IN CONFIDENCE 

Hon Jo Goodhew, Associate Minister for Social Development ·.· 

Hon AnneTolley, Minister for Social Development 

Murray Edridge, Deputy Chief Executive, Community.Invt;;st111ent 

Increasing the financiai capability of New ·Zealanders 

experiencing hard$hip 

Purpose ofthe report 

Community Investment Is re-designing the waVT:\'pdg¢fing Services are funded and 

delivered in New Zealand. We are working .tbfli:H;)ota~f,vely with the financial capability 

sector to ensure the. Budgeting Services spen9me~ts its intended purpose, strengthens 

the financial capability of New Zealanders~)(periS!ncing hardship a.nd integrates into the 

recently launched National Strategy for:.,l;";irJa:nqi;:~lCapabifity1 endorsed by Cabinet. This 

report also outlines _how we will tf1~ a\Eailable funding in 2015/16. 

Recommended actions 

It is recommended that you; 

1 No.te the base!inttapprop~i~tion for Budgeting Services wHf increase by $2m from 1 

July 2015 to $Jf1;.9m Yes l No 
,~, ' ' '- ',-- ·. 

2 Note .• ~b~ ~u:dgel:ing Services spend will be . refocused to increasing financial 

capabilit:y>ofJ-;Jew Zealanders experiencing hardship; and supporting New Zealanders 

fromiaepet'}(:lence to financial independence Yes J No 
' .-. . "-

. 
:>·· _.·_.·· .. 

-·-··--·· -- . 

3 Not~;th<;~tluture services will integrate to the Community Investment Strategy and 

the Na'tfonal Strategy for financial. Capability Yes I No 

Charles Fergusson Building, BowenStreet, PO Box.1556, Wellington 



4 Note that while we undertake this work1 we will utilise the $14.9 million of funding 

available in 2015/16 as follows: 

Hon Jo 

.. Roll over $12.4 million of the currently contracted direct service delivery 

funding to provide stability to the sector 

" Utilise $1.6 million to address any immediate pressures in the sector 

transition to the r1ew way of working 

• $0.900 million to re-design and reconfigure Budgeting Servlces:h1 partnership 

with the sector including supporting the potential CommunityFln~nice scale up 
and fund any required resources and technologies 

Yes I No 

Date 
Associate Minister for Social Development < 
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Background! to Budgetung Services 

5 Since the late 1970s, the Government has funded Budgeting Services to assist 

individuals and low income families to achieve their financial goals through access to 

financial education and confidential one-to-one budget advice and assistance. In 

recent years demand for services has increased, and providers have told us that 

needs of their clients are more diverse and require a more comprehensive respoqse. 

6 The Budgeting Services baseline funding of $K9m has remained constaht untH 

2013/14. As part of Budget 2014, and as a result of a significant increas~. in Work 

and Income referrals following the Future Focus Reform, the Government ahnoynced 

a $4m increase in funding in 2014/15 and a further $2m per annur:o increase from 

2015/2016, taking the new baseline to $14.9m per annum. ,{;Jiocation of the 

additional funding was based on the previous year's demand t';:)\pertenced by 

providers and has not addressed the underlying issues for the sectdt:; · 

,- ~ 

Building the fnnancian capabmty of New Zea~and2rs is~.priority 

7 In July 2015, Cabinet endorsed the National Strategy for Fin~ncial Capability (the 

Strategy) which addresses the previous lack of clt;;rityfand direction around building 

the financial capability of New Zealanders. The Str~tegyiled by the Commission for 

Financial. Capability (CfFC) outlines .that gov.~rnn:eht, community and .commercial 

organisations must work collaborative.ly tq improve the wellbeing families and 

communities, reduce hardship, increase :Jnve~tmeht and economic growth. An 

overview of the Strategy is provided inf\f'pehdi~ Ohe. 

8 The Ministry of Social Developmenf'(MSQ)):has a key role in building financial 

capability. through Work and Inq~m~,.1:he Ministry of Youth Development and 

Community Investmentrs (CI) fupded Budgeting Services, and has dear links to the 

Strategy clearly through the following al'eas: 

.. More people into susta-iriat;)le ;;tork and out of welfare dependency - through 

better management qf a Hm!l:E!cr income and avoiding debt, particularly for youth 

More people are able to participate in and contribute positively to their 

communities <?f:ld )s9ciet~ - through improved private provision for retirement 

and comml.l{:ftty7level.<support for those seeking to improve their money 

management. 

Fewer ci:Hidr~IJ and people are vulnerable - through relieving financial pressures 

as a sig1J:itican~.driver of stress within households. 

9 The re-d~s1gn p(Budgeting Services supports Governments commitment to building 

finai;Jdal 6~pability of New Zealanders, and will enable the new services to be one of 

thefirs;t Government initiatives to align to the new Strategy. Appendix Two sets out 

the<F\oss,.fjovernment financial capability network including MSDs role. 

Increasing the financial capability of New Zealander's experiencing hardship 
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Why do we need to re-desugn Budgeting Sentices? 

10 CI want to take a fresh approach to the way these services are funded and delivered 

to address feedback from the sector and findings from the 2013 Review of Budgeting 

Services which has shown us that: 

0 

0 

.. 

there is a need to clarify our target population, how results are measured 

evaluated for these users · 

the current serv1ce model does not account for the different levels and.Jnf.ensity 

of service/s required to meet customer needs (ranging from single mf';etings to 

complete a budget worksheet to on-going financial management of all al:~pectsof 
a customer's budget) · · 

there are historic differences in funding rates betvveen agencies 

there are gaps and duplications in funding within and between fil¢60r9phic areas 

we need to align Budgeting Services to wider MSD and gov~rli\Jneiit initiatives . 

11 Additionally, the Community Investment Strategy prov.l.des 

these changes: 

framework to drive 

., 

.. 

" 

Focusing more clearly on priority results: ,thf~ design process offers an 

opportunity to understand more dearty wttat . t~('!\tv,,,Zealanders . experiencing 

hardship nMd, and enC)bies CI to create qnd f:e.&>'t innovative solutions with our 

partners bCJsed on these needs. · · 
-,_ 

Building the evidence base: building gq fiddings from the CI trials, Where two 

MSD-funded Budgeting Services providers w:ere supported to transition to an 

outcomes focus, we will look to outcpme based contracts for these services. 

Improving the quality of data c6Hection£"providers already gather a range of 

data on the financial position cb;j'?thelr:.tJients and the impact their services make. 

We will collect this inform~tiort in a systematic and cohesive manner to 

comprehensively understand \!Vi'Jp{=oifference the services are making. 
">>, :_.·,,_ 

Setting a clear direction fdtfutLJ;i'e funding: our revised funding model w111 enable 

CI to dearly determine whereand how services should be funded, ensure there 

is no duplication <:~rit:letl?ble consolidation ofservices where appropriate. 
. . . 

Simplifying compliance £guirements and building provider capability: there is 

currently duptlcajjon ll':r':the compliance requirements through MSD and umbrella 

group proces$,~5:': Once we determine how the new services look, we will work 

with thec.;;ectort:¥.petermine what training, resources and support are required. 

12 Our re--desigi'lworKWiU ensure that the new services meet client and Government 

needs, ~li'Brk,M>'the Strategy and are not delivered in isolation to other financial 

capaJ:~iHtylnit:iatives, but are part of a package of services to help move New 

Zepland.ers.to financial independence. It will also enable CI to respond effectively to 

hiS:tgrrfC:al tunding and delivery discrepancies ln the sector. 

pi'hh>J.!Qb this re-design process Budgeting Services may Book very 

"different .•. 

The initial stage of this work will gain 'insider' knowledge on what our clients need to 

builcl their financial capability. We then have the opportunity to develop and 

prototype innovative and creative solutions with our partners that better respond to 

client and Government needs. 

Increasing the financial capability of New Zealander's experiencing hardship 
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14 At this early stage, we cannot pre-determine what the new Budgeting Services might 

look like and acknowledge it may look very different from what is currently delivered. 

However, the 2013 Review gives a good indication of the types of services across the 

continuum from prevention to remediation: 

15 Our challenge will be to determine a diverse range of across this 

continuum that meets the different client group needs. M:Ve l;Yill new training 

and resources to ensure multiple, consistent and mutually reihforcing messages and 

these could include new technologies such as smrrtphone applications and social 

media. 

16 There are emerging examples of applicati<(HS bein9,. developed by the financial 

capability sector: a budgeting app being deve!gpedpy the Salvation Army and the 

University ofOtago whlC:h will offer real timerep(;)rtihg for userson variance against 

their budgets, and an app being develqped by):he CfFC with Women/s Refuge which 

will provide accessible financial informq:tfo11.?n .:'what you need to know about money" 

including consumer information arid> ad~k:e around financial pitfalls. These 

independent apps are both due tQC l:Je.available by the end of 2015, and CI will 

explore connections with these an,y other similar technologies before supporting 

any scale up. 

17 The Community Financ;e mic;rofinance pilot initiative has been identified as having 

potential for scale~.up. ih l)Jr;;:;W Zealand. As part of the Community Finance process, 

clients go throug:fu ap ext€!nsive personal financial conversation, similar to the current 

Budgeting SeJy.iC:e, an¢1 there is an opportunity to align the two initiatives to 

strengthen ~!::le CQt:!~iru:~um of services. 

18 The first X~ar 'Of the Community Finance Pilot received a favourable Process 

Evaluatibt),,~wt;ich found that the initiative has been implemented as intended. Both 

pr()gramm~s {loans for people on low incomes) were delivered as planned, with the 

paf~nef o~ganisations carrying out their respective .. functions in coordination. All 

appl:icpntB increased their financial knowledge and skills and reported feeling 

supported by effective and well trained staff. 

19 C:cirfimunity Finance partners (BNZ, Good Shepherd NZ, BNZ and MSD} are 

commencing negotiations for a scale-up proposal in late-August. The partners wish to 

make low,cost and interest free loans available to a Wider variety of people on low 

incomes. The aim would be that if a low-cost loan is identified as a client need 

through the new budgeting services, then a Community Finance provider could be 

positioned to pick this up. Conversely, we could seek that mechanisms be built into 

the enlarged Community Finance programme so that all providers would have 

arrangements to refer people in hardship to budget services. 

Increasing the financial capability of New Zealander's. experiencing hardship 
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20 As intended with the Strategy, we will work collaboratlvely with the wider sector to 

ensure that the services and products we purchase support and compliment other 

financi2ll capability initiatives. Key partners will include: 

.. Relevant sector partners including national umbrella groups1, Good Shepherd. 

New Zealand, Banking sector, financial education sector 

., Maori, Pacific, Ethnic and Disability group representatives among others.··· 

o Government agencies: Work and Income, Ministry of Youth DevelpprneJ''it, 

Ministry of Business, Innovation and Employment and the CfFC. 

We will draw in additional expertise as required. 

s 9(2)(b)(ii) Commercially Sensitive 

1 The known umbrella. groups in New Zealand include the New Zealand Federation of Family Budgeting Services, 

Associated Budget Consultants, Christian Budgeting New Zealand, andGanterburyBudgeting Networl<. There 

are a range of Budgeting Services providers in the sector who are not affiliated to any network. 

Increasing the financial capability ofNewZealander's experiencing hardship 
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AIDocatic.m of 2.015/16 Budgeting Servk:es funding 

23 In line with our report in April 2015 on CI contracting options for 2015/16 (REP/ 

15/4/393}, we have rolled over the majority of the Budgeting Services contracts 

one year with no changes. The one-off innovative pilots contracted in 2014/15 

not been rolled over. 

24 The following table outlines how CI will utilise the funding available in 

25 

F16 spend - total 
$14.9 million 
available 

support 1rect 
budgeting service 
de.livery, address 
immediate pressures 
and transition to the 
new way ofwork 

$0.900 million to re 
configure services 
the sector 

Breakdown .of fLDnding 

in 2015/16 

$12.4 million baseline 
funding (includes $3.5 
million of the $4 million 
funding made available 1 
Jul 2014 

Will be'rollea with no 
char;~es pending outcomes of the 
service design. 

";''j'$1.3 million for immediate 
> ~:ph::'ssures in the sector and 

rl=-s=:c9'"':'(2,....)(b'"'")(=ii)~C~o~m~m~er~c"""'iale""ly~s~en~s=i~"""'ve"· -,· d,~upporting the sector to transition 

r----' available 1 July " , tb the newway of working 

2015) 

':· :-; > _;--,·-.::-<:::~<~.:.~.:-::" 

$0.400riiH!ibh{from the 
$2 million aKrailable 1 July 
2015)··· 

500 million (frdmthe 
$4 million available 1 July 
2014) 

's 9(2)(b)(ii) Commercially Sensitive 

$0.200 million tb enable the 
design process 

$0.200 million to investigate 
opportuniti.es with Community 
Finance and scale up 

$0.500 million to test and 
implement prototypes from the 
to-design that will benefit the 
way ofworking (e.g. data 
collection and reporting systems, 
resources1 training, new 
technolo les 
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MINISTRY OF SOCIAL 
DEVELOPMENT 
TE MANATO WHAI<AHIATO ORA 

Date: 15 September2:015 $ecurity Level: IN CONFIDENCE 

To: Han Jo Gbodhew; ASsociate Minister.for Social Development 
. .. . ffi 

CC: Hen Anne Tolley, Minister forSocfal Development .. {!!'' 
·: {~~~ .';~:~;"· ~~} 

From: Murray Edr1dg~1 Deputy Chief Executive, Community Inve:Jt(ri~,, l}~;: 

.#J' '\\;i*'~,.~·~1· 
B~dgeti11g services: effectiv~ness of the 9ft';1;en~:service 
model and proposals for in-.provement ,, ··::~~~~c,;. 

Purpose 

This report re~ponds to your request for additional 
q.rrrent Budgeting Service provision arid outlines 
'in re~designing the budgeting services model. 

~ecommen~ed actions -~~;::,:,,.::~:~;~~~,,. 

,;@~:;~~=::;~t;:*;~~y 
··:s~t;,:,. 

Jiatloi'f:~on the effectiveness of 
.. oft$l;;'q:>-.design process to assist 
·-;~~:r 

It is recommended. that you: ·· ····· 

Note the background.to Mtnistry g[S~~~~~:~~etopment funded BudgetingSer¥ices 

Note the known effectjven 
reviews and internatfonal 

··,·;~;::~*''!:.~:;)~~ Yes I No 

e j3-ucfgetingservices model Identified through e<:~rller 
Yes I No 

.i$/ "~\;,,, ,,;4.:' 
':Qv~.',lme,.wfreritBudgeting Services model to address gaps and 

Edrtc:lge 
.::::f.::::,;~~~i:E>IBDtltv Chief Executive 

Community Investment 

ri®s r-eviews and sectorfeedback Yes I No 
:~~'>!~~~y· 
ing W1th the wider sector'to. re-desfg n the Budgeting Services 

Yes I 'No 

Date 

Bowen Stat~ t3liilding1 .. Boweh Street, POBox 1556, Wellington 



Purpose 

1. Our report Increasing the financial capability of New Zealanders experiencing hardship 

was sent to you on 21 August 2015. You have requested further Information about 
the effectiveness of budgeting services and our proposed co-design process for the 
redesign of the budgeting services model. 

2. This report provides the additional information you requested. 

3. Budgeting services is a longstanding and valued sector that assists low income ~:ew;~\,, 
Zealanders to better manage their finances. In 2014/2015 the Ministry of Socta'K ";t~ 

. Development (MSD) contracted 151 non-government organisations to deliver ·~~~< •. ,.\i:r 
budgeting services with baseline funding of $8.9 million. 0:'f;" hv·· 

4. In November 2013, Cabinet Paper CAB101/12 reported on the Budg~Ji~~:~f~i~~s 
Funding Review, and sought agreement to increase financial support'"fbr;:,. <::,:;,,~kie 
communlty/NGO budgeting services. The Cabinet Paper noted th€)J ~~istf~. · 
community budgeting service providers were struggling to me,§f;'tfie;;~ll-going levels of 
demand, and this resulted In long waiting lists, bottlenecks g~ia~§ervic~·f)aps. Working 
families seeking support were also Impacted as beneficiary dema~s crowded out 
other users who benefit from the services. v~~' 

~~~~~~:;:~~~~s 
5. As part of Budget 2014, Government announced tha~3!?u~~~~~ services baseline 

funding will increase by $6 million per annum fror»~201!W2016, taking the new 
baseline funding to $14.9 million in 2015/2016 '"· ~ty~~rs. The Intention of this was 
to provide for increased provision of budgeting ·v ~,.f:OIIowing an increase In Work 
and Income referrals post-welfare reform i!#J3re~e~~~bn1 • 

iii~~~:. " .,,,~ ·-;-' 

Effectiveness of Budgeting Service!i~~~:v. .. ,'~::':::;t,~1;:~"· 

6. In 2013, the Ministry of Social Dey~t""'":~····~i!f~i~~~~D) undertook a review of the current 

Budgeting Services model to detef:>. . .. :~.e effectiveness of budgeting services, types 
of services available, how the)':,Jmpro~. outcornes, and when they can be most 
effective. It also looked at pos~~ ta):get groups and characteristics of clients within 
these. ··:::::~V;>;·~ 

,/;~:;;~~::-::_'*-~:>;," 

7. The review also notecf:ti:Jere a·~ a range of reasons to improve people's financial 
capability includlng:;:t.ihe'·&~!r,~:io Improve the general living standards across the 
population and <=!~~vi~ fi~·a:nclal strain and hardship, but also as an investment to 
prevent poor O~J,tctl: ,.. ·)childhood and later in life for those experiencing persistent 

low incomes.:ii'iW:f · ,, p. 
:,~"': ~ 

8. ess of budgeting services, the review suggested that: 

• budgeting services for a range of reasons, but the most common 
}~!hem growing problem debt, with a one-off event turning into a financial crisis. 

J;tl. one-off event Is often the immediate reason to seek help, it is usually 
,, ... :··ed by a lengthy accumulation of debt and a steadily worsening financial 

<i;:\;;;i,;.. s"~~~ation e.g. a health problem or personal loans become difficult to service. 

~~: •. :.., .... ;':?:.':: 
'--~~~~' 

1 Under the Future Focus reforms, Work and Income now refers frequent users of welfare hardship 
assistance to community providers for budgeting help. At that time funding did not recognize the 
increased referral level or time required to help clients with complex problems. 
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• There is no conclusive evidence as to the effectiveness1 but what is available from 
New Zealand Indicates budgeting services are successful in helping clfents reduce 
their debt levels and make a positive difference to their situation. Change is 
achieved through a long term process involving a substantial level of determination 
from the family and their careful management of expenditure. 

• When it comes to the question of when to offer services1 evidence suggests that 
there is a trade-off between earlier assistance (better to be involved before t~ 
debt is out of control) and crisis (sometimes the crisis can provide the urgency,:-~£1~·::;;~~:-. 
motivation to change). We know that clients respond better to services thaf'Hie9::>. •:,:,:;. 
see value in, and the services will only be effective if clients are genuinely:~: 
motivated. :-::::;~::;;0:)::~,. 

"~:~· 
.~::"" 

9. Recognised research strategies to assist people earlier include: ::~;~:,_.:;~l- .~:-
··:~~·':·,.. ~<?.~~.. ,<:~:.' 

• Identifying the triggers requiring support (Ill-health, care of chil~n,'<~teath of a 
family member) and encouraging families to seek financial a~yi~,:~il(tsupport at 
those times. Collaboration between budgeting services a~3,ti1 dt~r social services 
(including Work and Income) could be of particular use at:i~~e ti~. 

-~~''· ?~t%~:::,~ 

• Improving access to financial education and literacy as a preventative measure, 
including better understanding of debt and credit_,;ii~:~W to budget and terms and 
conditions on finance contracts among others. <~~;:: ,}~:~~:;,:~:::i~:: 

~~:::~ ~~~:~;~~~:~'-
10. Finally1 the Review sounded a note of caution.-&f,.eg'!f£llng:~effectlveness. New Zealand 

evidence Is relatively limited, and internation~;;,,yfem~.~~re is somewhat ambivalent. 
Financial literacy certainly appears strong_fN,::~!-'!t'e~.;;~O positive financial behaviours, 
but causality Is difficult to pin down - ~f-ma{~e a third factor (numerical ablllty1 

interest in financial matters, patience) thaf~gnt~t~utes to both better financial literacy 
and better financial outcomes. Those .;}~;:;,.v~tarily participate in budget services 
may be more future oriented, $~ other unobserved factors relating to 
personality or family background:;;wh .means they are more likely to improve their 
circumstances2 '<:::i:'i;·. ··::,:;. 

~ .-,~" 

"~<~~~~--' -;.~, 
._,':~~:~;:r~.~ ~.,;•~~~f 

Effectiveness of one to ~~,~ budg'eting services 

11. The limited evidence a(;·;·:~;::f~o the 2013 review shows that financial programmes 
are most effectlve;;~lth,tifte;,~lsor, face to face, and tailored to the needs of the 
individual client.<~tJ!?,:~"bs~~p'i'e that influential relationships between client and advisor 
lead to succe~ur'tiiko.~~~s. Programmes paying close attention to behavioural, 
psychologlc~(ag~;"a~lt'tl~tnal components may be more effective for some people. 

-,~~").':"'1::-:~" -~r 

12. One to ~Q~;p,ud~e~,-~dvice generarty involves more Intensive personalised support for 
an lnitlal~pijlf6tf::l)f three to six months, and gradually diminishes to more occasional 
m~ltorin·g~owards the end. As well as helping clients understand their financial 
~:Ua , ~rk out where their money Is going and develop a plan, budget advisors 
wi -..... eR::fiegotiate new repayment terms on behalf of their clients and provide on-

.;:'t· goin~f~achlng and emotional support. Sector feedback has identified budgeting 
""<,:;i:;~~l"'{i(!es are providing a wide range of advice and support on top of this ranging from 

a'd~ocacy and advice around klwlsaver, to attempts to avoid mortgagee sales. 

2 Hastings, Madrian, Skimmyhorn 'Financial Literacy, Education and Economic Outcomes, p. 15-16 
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13. For all client groups, the budget advice process resulted in significantly reduced levels 

of average total indebtedness - over four-fifths of clients reduced their total level of 

debt and most of the remainder maintained debt at pre-advice levels. 

14. After budget advice, all types of clients experienced large drops in the average levels 

of debt in arrears, and in the average levels of monthly debt repayments. 

15. For beneficiary clients, most had balanced their budget by reducing their expenditure 

rather than increasing their income (for wage earning clients it was about half and · 

half). 

The evidence supports a continuum of services 

16. International evidence supports a continuum of different services intended to improve 

financial capability and money management. Service options on this cOntinuum range 

from 'light touch' interventions (primary prevention) to those thatare1nore intensive 

(tertiary or remedial intervention). · · ·· 
" ~ - ' 

17. At one end of the continuum, the range of prevention services cal"lJrclude social 

marketing campaigns, guides and resources and preventative seminars. These can 

provide a range of financial information and can be taJJOred to groups we know are at 

risk of having lower levels of financial literacy (less edHC:~tea;'ww-income groups). 

18. At the other end of the continuum, external mqr'ley .management is offered as a last 

resort option for clients who cannot be trusted(Ot'<~O noftrust themselves) to 

manage their own income due to factors SI,.!Ch as.a drug dependency or mental illness. 

This type of service is used to guarantee that money goes towards meeting essential 

expenses or debt repayments. Money m9nagement can occur in different ways, and 

includes restricting the use of all orpart of..<:~ b~hefit payment to specific goods or 

services (e.g. payment cards); and/orappolnting a trusted third party such as a 

family member or an NGO as an 'agl:)nt'to manage money on a client's behalf. 

19. Evidence suggests that the eatile.r assistance is provided the better in assisting 

families and preventing debt. It is argUed that the best time to help families is when 

challenging circumstan{.:.es ffrst occur to prevent debt from getting out of control and 

to help build capability•for clle]:1;ts in order for them to develop a higher level of 

financial wellness a,nd ind~pendence. Total money management will not allow such 

clients to build thf:lr flnandafcapabllity and is reserved only as a last resort for those 

types of clients fclrlfihon:~f:lrimary intervention methods are unable to help. 

20. Government's Community Finance microfinance initiative also has potential for 

alignment with puqgeting services. The initiative makes no-interest or low-Interest 

loans av~flal(.JE:')topeople on low incomes. The main criteria are eligibility for the 

Coll)muril~ysef\tices Card and the ability to repay a loan. This ability is assessed 

th.roug8 irt\~nsive face-to-face financial conversations between applicant and 

Community Finance workers. This involves a broad examination of the applicant's 

financi~tposition similar to that undertaken by budget services advisers. 

2L Co rom unity Finance offers good opportunities to improve applicants financial 

capability as they are motivated and involved in practical learning as part of the 

conversation. For example, some applications from risky clients are deferred 

rather than declined outright. This gives these clients the opportunity to improve their 

financial position based on learnings and action plans outlined by the Community 

Finance worker. 
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22. The Community Finance initiative has been available at two pilot sites in Auckland 

since 2014 and options to extend it beyond these locations, potentially with additional 

community providers, are currently being assessed. 

23. There is evidence that combinations of policies and approaches, for example, to help 

low-income households save, may make individual interventions work better than 

they would in isolation. Our re-design work will therefore look at determining a 

diverse range of responses across this continuum of services that meets the different 

client group needs. 

24. Appendix one sets out the intervention logic for budgeting services as set out 

2013 Budgeting Services Funding Review. 

New Zealanders experiencing hardship are a priority user for,the!re 
services ·· 

25. Government has a strong interest in building all New Zealanders~,financlatcapability 

(having the knowledge, understanding, confidence and motivc:ttlor(t()make effective 

financial judgements and decisions) as a way to increasing ipv:estmerrt:and growing 

our economy, improving the wellbeing of our families and comml.l;nities and reducing 

hardship. 

26. Building financial capability through education, budgeting aiJ§\ other tools has the 

potential to benefit a range of individuals and fan}ilies~~ross the population. No level 

of income guarantees against a family getting into problem debt which can put 

families under considerable stress and pressureicNany New Zealand familles are in 

debt (as at 2013 two out of three single parehtfarh!l!es and four out of five couple 

families). · 

27. As outlined in our earlier paper Increasirigtftetihancia! capability of New Zealanders 

experiencing hardship, we will align"Ourw{)~to the National Strategy for Financial 

Capability (the Strategy). While th~Str.ategy is targeted at improving financial 
capability of all New Zealanders, wewiHJbe specifically targeting New Zealanders who 

are experiencing hardship fortt:~.r= purposes of the re-design work. 

28. People on low-incomesare ,a, particular priority. People with a higher r!sk of being 

defined as in income poverty i,ndude: 

• 

• 

• 

• 

benefit recipients . 
.-· __ -_ ,'/.•' ' 

--··;· -_ 

non-Europeahs/partlc:ularly those of Maori and Pacific ethnicity 

tenants,in,,HJl.ising New Zealand or private rental accommodation 

Pat::er'it~ '«ith dependent children, especially sole parents . 

The<;redesig~ of the sector is consistent with the Community Investment 

Strategy apd Cabinet directive 

As outlined in our earlier paper, the 2013 Review of Budgeting Services identified 

ls~ues with the service model and the sector including: 

• increased demand, in particular resulting from Work and Income referrals and a 

lack of movement in Budgeting Services baseline funding over a number of years 

• a lack of differentiation between client types and service intensities in existing 

contracts 
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• historic differences In funding rates between agencies 

• Existing gaps and duplications In funding within geographic areas. 

30. Alongside the additional funding that is now available, Cabinet agreed that the future 
budgeting services be avarlable for both beneficiaries and working families who choose 
to use the services, and that the service mix Include: 

• sufficient one-to-one budgeting advice places for the general public and Work a~:d:·:::,~ . 
Income referred clients ·c;~"::; .. · 

• preventative seminars for carefully selected cohorts of beneficiaries 
& 

• Money management for a small number of people requiring more Sl!~port than 
budgeting advice can provide. ,:;i}~: .;;l' 

~~",,;\. <"~ ,.~.~~~::' 
·:?~:$~~"' "<~~.~~~k;·, <~;:;:-

31. At the same time the Minister for Social Development directed MSD to;~rK·with key 
partners In the sector Including the Retirement Commissioner (r;J5)~,,~f:}:6wn:~as the 
Commission for Financial Capability) to explore other optionsJ~~at wal!j:19 benefit lower 
income families. ,}··<::,':(:.', '':c:· 

·-\~~~~:><.,. 

32. To respond to changing demands from government, it I~.::Q9t practi~al to continue to 
fund 'more of the same'. Our focus Is shifting to ider,ltffYI~~ how public services can 
be delivered more sustainabty and In a way that d~~~~~:C~~~ff~rvalue for money . 

.. ~;$?' ',~~~~:~:;.>~ 

33. Re-designing the budgeting services model wllt,~eiJ?~Iis a.~!Sress current issues in 
existing budgeting services contracting as Ol;!tiJne'~;~bq~!EL It will also allow for the 
development of specific preventatlve/proa~~e':~~r\J~s aimed at supporting 
vulnerable clients with regards to proble~~~ebt. "ills project also meets the Cabinet 
intention of reviewing the total MSD all~.tf6t:MlJ~f5udgetlng services funding. 

:: ~· . . v::~2:::~:.,.~.. . ~-~:?' 

34. Driven by the Community Investrpefl;s&m~gy, our focus on outcomes will enable us 
to target programmes and servic€"~l:i:n"~:::w:ay that wtll impact on the wider population. 
In order to do things different~~} we "ff~d:to understand what Is being delivered, and 
how It is being delivered. We n~, Ol!&?services to shift towards being targeted 
services, and tailored to ~h~ needs'{ofthe target group. 

,~/:,;.;.;.;~:;;~;~ 

Design thinking ha~0p~nti.~t to meet key service development needs 
~~;;~!~,::-· ~-~<~;~~~i~;.-· 

35. Our proposal to , nJj;Je budgeting services sector through working with 
stakeholdere~t'l!n , .~~·co~deslgn process, facilitated by an external designer, was 
outlined In ,. :e;f:~~~'\;fghSt report to you. As part of the design pro<;:ess we will be 

holding a s .()t,$takeholder engagements including workshops, front line 
intervleWs::a:~d~tO:~cept testing. 

/·" ·~~\4';;"'"";,,,;;;. 

36. 0~:'28f~ep~mber we are holding the first workshop In Auckland with key stakeholders 
\i:~,taff 'design process. Invitees Include the budgeting services umbrella 

, org~, .• ns, the Salvation Army, the Citizens Advice Bureau, Age Concern and the 

'f);~;::";Com.!iJ:1ission for Financial Capability as well as Budget Service provider 
··:r~esentatives • ..... ~ 

first deliverable, due In December, will be a services concept which draws on 
qualitative research and end-user interviews. This concept will Inform a blueprint and 
systems description from which the service descriptions and resources can then be 
developed. 
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38. It is intended that the final blueprint, implementation roadmap and key capability 

shifts required to support the implementation will be presented in a report to you in 
April 2016. 

39. Throughout the service design we will be looking for innovation opportunities and the 
use of modern technology such as apps to improve the way services are provided. 

40. The Budgeting sector Is diverse, with a mix of paid staff and volunteers, and service~.:':'·':·"'" 
with different character and ethos. The sector includes: .;.·~·~:,;.;.:<· •. ·~:~:.:}, 

_.:;;~~~ . •\.",~. . ",._:··. 

• specialist budgeting advice agencies that receive a major element of their Fil{fldlng 1! 
from MSD for budget advice and education (and do not offer other unrelated::~::;:::::~;::.:!!:' 
services). ..}· . 

,:;:;:~'}' 

• services funded by MSD which offer budget advice as one compo:Q, 
around services. ""':;::. 

-~:~<~. 

• services provided as an unfunded and unregulated peer-t9;.g>ee'Y,{~tement within 
community networks such as church congregations, eth,g:T~1:j:{llgra·n~associations 
or other social groups and associations. " "':~:~"" 

. {~~ 

,•;"~;;:.:;_,;;.~ 

41. The voluntary ethos remains important, and the voluo.:t.eerc~led approach has been 
important in the development and success of the se ... . ,,, .. ~~:of the most 'voluntary' 

agencies in terms of staff and service ethos hav~']3;i-ov · be the most 'professional' 

providers in the quality of service they offer. In~j~hi!:!~bn~~Xt, the words paid and 
professional are not necessarily synonymow~~<'c·:· ··;~~;f,, .:lc 

,&~z~=:-~·-- ~-.~:::~~:;.,, .. ~-~;~~· 

42. Co-design involves all key parties explqriff~~nd cf.!Pturing clients' experience 
pathway, and then working together to'·1J~ef::~p3erstand and improve these 
experiences. The client is at the hea~:~t.,~~~~.esign process, essentially designing the 
re-imagined programme, toncept$,,,afe;Qeve.loped with partners and prototyped and 
tested with users to ensure what i~""~e?~ped works for the cll.ent. 

-c;2:;~h~ :~~ 
43. We have now identified suitable pgm;~ers we propose to work with: 

tF~;~~:~;~~~~·. 
/>~',."- ~ ~-~~"?;~>-. 

• The Auckland C~esig'ij,Lab (The Lab) is a government funded initiative that 
has been set l!$3t~·:~i:Q'lu!~te and support innovation in the public sector. The Lab 
uses collectiv,e''lmpact>~·-design and other innovative approaches to complex 
social issues:~:;~~'.La~::auows for safe experimentation with different design 

method!!'ft~fa1L~lf:ty$~nd fast' to ensure later success) and to facilitate valuable 
,n,.f' ,·o,~,.>"(:;(~ ·' 

cross-ag~:!il¢~·(<i'd cross-Government and NGO) collaboration . 
. K" 

• Thilftt?:J~~~:;W~rks with people in complex public systems to develop insights and 
.• §lene:~t~"TnKovative solutions. Their approach Is based on the principles of co-

4;:;··d~)iiigrti~nd the belief that those closest to the problem have the expertise, 

·:;:'::::-.m~igf:}~· and motivation to solve it. Their approach is designed to provide 
··::~~~~ce-based solutions to public problems, and through flexibility they have 

.·. ·'%;,,~·; ~~n able to successfully apply these principles in many different contexts and 
;:~,:~' .. :. ··::;:7:~::::~:~mpower people within the system. 

,::~i::;~:~t~4~~:tJsing a co-design approach will enable a services re-development team to reframe 
··:~~~:f' the primary question in terms of the real world conditions. This will look at the needs 

,:~":,:,:::::.:~::·· of the people In question, and tailor proposed solutions accordingly. 

45. Co-design thinking meets some key service development needs relevant to the re­
design for budgeting services: 
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• a joined up process that moves seamlessly from analysis to solutions to 
Implementation 

• observing and identifying user needs and behaviour and working with users to co­
design and test solutions. This means that what it delivers will not only work for 
the people affected, but that these people can own and promote the new 
measures 

opening up service silos and engaging people from outside the government SE:!=,t~·~,;~:~:;., 
to work together towards a common goal i;;; ',,.,,}!;::~:: ·,·~::-

identifying tangible problems and developing visual data to quickly and deJfu~:;,.;.::•:p 
convey relationships and helping to ensure solutions cover a wide of users· 

• 

• 

and scenarios 

• providing a low-cost way to mitigate risk through prototyping. '"•?:~•:::,, 
,,; •:;~:~;<;:~l3•"•,;::~·~~·­

The design process will align to the Community Inves~t:nenf~,~rategy 
~-!~~y?J.,~:"'<"h ~"::> 

46. Investing in a co-design process will also align to the Comm'l.mlty'1:l3Yestment 
Strategy, building a system to better align funding to th,Q§e with the,. highest needs 
and to services and providers who demonstrate they f)fe'Ql¥eeting these needs, with 
evidence about what works ··~!;:,, ;:;:~:&~),:";;c;•~:-

. ~~~:i~ ~,:~:~:;, <. 

47. Re-designing budgeting services through a co-4~i~~tlpr~~~ss also allows for analytical 
capability for public services to collect, retai,!k,:ffi~b "'~ analyse operational 
information across agencies, gaining a m~' ric'~t:- '~~~derstanding of how what they 
do contributes to outcomes. '·::,~::::. }~: 

''S~~~::~~:~;~i:~~;. 

48. Having the support of end users wil~;;~;;~::,~. . al factor in determining the success of 
this innovation. New services ana::prti9l':~mmes are more likely to be accepted by end­
users when they feel that they, hav~~t@d'~- voice in the development of a programme 
designed for them. ·.;,~~,;- :~i~ 

. ;, <:~~~=~~:;,:~~~:r 
49. Public sector innovation,~earch also shows that new Insights stem from taking into 

account the ideas, lns~~hts a~l~ experiences of groups of end-users whose voices are 
traditionally often ~,~eai<1¥:~Jn$itutionalised voices'. 

~:;;~:/}~~~ ,..;;i2i~~· ·,:V:?~~;.}~ 
50. To this end 1 a sta~ij'Oid~:'group is being established for the budgeting services design 

process. Thi~;wn1J:!,tfiYt~~he opportunity to include all key partners able to represent 
diverse and{~e:W:i~~i~hts and perspectives. 

-.. ;~:';;-

-{~~::~:;;Y' 
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Appendix one: Intervention logic for Budgeting Services 

Intervention logic of budget services 

Outcomes for 
Government 

Outcomes for 
parents 

Savings on hardship 
assistance 

I 
II on bonefil, less need 
for hsrdslllp assislance 

' 

Improvements In c:hldren's 
cogoitive abilities, socio· 
amc;tlional competence 

/ ' Panmts provide more 
resources fOt Children 

/ 
Parents• financial position 

improves 

Outcomes for 
children 

Clients reduc::e debt level$ 

Service intervention 
I 

9 

Clients understand +-­
and actively 
manage own 

finanQ!ll 

Clients rec::eive 
addiUonal emotional 

support 
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TE MANATU WHAKAH~ATO ORA 

Date: 4April2016 Security Level: IN CONFIDENCE 

To: Hon Bill English, Minister ofFinance 

Hon Anne Tolley~ Minister for Social Development :::,:'::~~::"" 

Hon Jo Goodhew, Associate Minister for Social Devet~J#nt':;;,,, 
~''>~? ·~~:~~::~"· 

,<~'>~"~ ";,:~~::"' 

,~'fl"' '·:~*~~~:~ 

Briefing for the Mini.ster of Finance o,n~~the bddgeting 
seniices redesign for increasing fin~SM.!zfapability 

~":*~ ~-:~~;~~:.~ 

Purpose of the report l§· .lf'· ··:;~S!· · ·~~~~~;,r . ,:?'~';; 
1 This report provides an overview of the 't: ~~.financial Capability for New 

Zealanders Experiencing Hardship' co-d~ig ., he budgeting services sector and 
seeks to supplement this information.,~(" wq$k-through meeting at the Co'-design 
H·u b "~;9.~," ;~:?1.~:~~ 

·, '"'('::~ 
Recommended actions · 

It is recommended that you: 

1 

2 

,;..;~~;f.:::.:;.::~·:f'>£,. 

Note the Increasing l?:#lancfii(t;.Capabitity for New Zealanders 
Experiencing Hard§.~ip'~:·' ·xgn is being undertaken to redesign 

budgeting serviq:~~,.·a~ the sector to support increased financial 

capability for N,eW''~~~~q~'ders experiencing hardship. 
/t~~~;;,;:~· ,..,~?~;~"), ,.;;;?'' 

i~f: .. '~}*~~:~~~:-~ .. -~~~7 
Note that tlit~app~ach is consistent with and aligns to the Community 
Invest ·:· _;,tr:a~gy and the National Strategy for Financial CapC!bHity, 

~~Y~~~~~~~"t' 
~ '" .. , -

,:;;,~:< ~n:~:r-

3 NQ!e ~at tlhe customers are at the core of the redesign, and the 
{: ,._ '.,: ·' . ~ 

b; ···· ~rvices sector (advisers, managers and umbrella groups), 

.. :~. Govit ent Clgencies, and the financlalsector- as appropriate have been 

_.;::.' ·<·:~~l,lly_.i~.fwolved in the development of the new sentice model. 
,.:,~;1>" ,:;3;~:. ··~::~~~~~~· 

~~~~~~~:: .;:S«~te that deltvery of the first phase .of the new finanCial capability 
::!;{ service model will commence on 1 November 2016 .. 

·:~:·Z·~:;.;•:.;v 

Note that service components will be implemented using a phased 
approach to assist sector adjustment, with a fUJI suite in place from 1 
July 2017. 

reJNo 
\BtNo 

.,_/~ 

IYes'/ No .I\ l 
'-._...! 

.o~ 

··~/NO 

Bowen State Building, Bowen Street; PO Box 1556, Wellington -Telephone 04-'916 3300 - Facsimile 04-918 0099 



'. 

6 Note that Community Investment plans a nation21l service design 

roadshow in May 2016 for current MSD-funded providers, the wider 

budgeting sector, and those who deliver financial capability services. 

This will communicate the new service approach and its roll-out to the 

sector. 

7 Agree to walk through the Co-design Hub room (see Appendix Three) 

to gain an understanding our customers and their experiences, and the 

work to develop the concepts that could have the most impact on 

improving their financial capability. 

Murray Edridge 
Deputy Chief Executive 
Community Investment 

Hon Bill EngHsh 
Minister of Finance 

Hcl:1;5Jo Goodhew 
,;}00;,:~f!l{!i!S<>cl«3te Minister for Social Development 

File ref: REP/16/3/318 

Date 

Date ' 

Date 

'~/No 
~~ 
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Background 

2 The Ministry of Social Development (MSD) currently allocates $14.9m per annum to 

budgeting services across New Zealand. The 2009 welfare reforms led to increased 

demand for services and points of contact, with an increase in customers referred by 

Work and Income. 

3 The 2012 Evaluation of the Future Focus reforms identified customers who were.;­

accessing hardship assistance very frequently, indicating continuous problems witk.~:-. 

their financial situation. It found that budgeting activities were not beneficia~:if6'faU "":>:~~ 

people facing financial problems - particularly those with impaired capacity •• ~ and ·t 
were not able to address complex client needs. ··••::~.. .:P 

4 Simultaneously, feedback from the budgeting services sector identifi~\hat t~:•:•:•::•Y 
current funding model did not account for different levels and inte~i!Y;~;:aqu!.red to 

meet customer needs. Along with other factors, this led to the 2QJ3'"1\.ll$D fft:lnding 

Review of Budgeting Services. ·:::~~:;;.,, .. <:;~.~·;;· 
' ' ;!:~-.e~~ -~=~~:·' -·~-~.~~~~~ 

5 The 2013 Review found that the community budgeting prov,l~e'fS::~ere Struggling to 

meet the on-going levels of demand resulting in long wai~J,~ __ Iists"~ttd bottlenecks but 

also service gaps. Working families seeking support wenflmP:aw:~ed as they were 

crowded out by other users. ·~~-

6 The Review also noted a range of reasons to impr~¥1f~~neral financial capability 

including a desire to improve general standards ~f;~~¥#.§9'S.aftt1 alleviate financial strain 

and hardship. It is also an investment to preve.tit poo'r::eutcomes in childhood. 

' -:t{~ .... if;;' ,.;];;·.;;. 

An inclusive co-design was chosen W•''~,,."f!'the best way to build on 

the Review · ,·., .~;~:;~;~. ·-:~j ·· · 
7 Co-design principles put customers' e~r'~~~ at the heart of the process and 

enable re-imagining of the future ~t s.s~J~~.:~i1ose who will be using the service. 

Concepts are developed with par; . . then prototyped and tested with customers to 

ensure the developed services wotk}of:~:them. It has been shown to reduce risk 

because all perspectives of '~Gcessi'~including the customers') are integral to the 

design process. ·l;J;;~,:*'<•:;:~f-

8 A Core Design Team C9m'p:N~i.ng members from MSD, the Auckland Co-Design Lab 

and the Ministry for ~~iness~:Innovation and Employment will continue to work 

throughout the prg-jec(t~:"e'J¢ure a balance of voices, expertise and perspectives is 

incorporated. .JsV ,,~;~: ·•:::•·· 

~;;•;:;'i;~'t\:':.j.~~:t.::' ,cc,::i" 
A shift in focus tewartl financial capability is needed 

\:~':;;,7~>;7.~~y ;:? 
9 Many p~gple r~f~J::~ed to budgeting services face overwhelming crises across multiple 

facets dl!:;tfi~~twes or have reduced capacity to make decisions. They are unlikely to 

makoS sig~:cant changes in their lives until their immediate needs are met. A 

p~#teQ~gS:::;pf clients only access budget services to meet Work and Income 

reqJ;.~J#eme:nts and are less likely to be engaged. 
·,:»,· >'V . 

1Q~c, Mso'''&ur·rently funds budgeting services to focus on Improving customers' financial 

','!::;;;,{{:ter.'!:cy, but to really help people experiencing hardship, the focus needs to be on 

i~roving their financial capability. 

Financial capability is the ability to act combined with the opportunity to act and 

involves the recognition that there are environmental and structural factors that 

affect the ability of vulnerable people to improve their circumstances. 

This approach aligns with the widespread work on building financial 

capability 

11 The National Strategy for Financial Capability was developed by the Commission for 

Financial Capability [CFFC] and endorsed by Cabinet in July 2015. Its vision is 
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"Everyone getting ahead financially/ i.e. to improve the financial capability of the 

whole of New Zealand's population. The strategy is about working collaboratively with 

agencies and other sectors to bring about sustainable behaviour change. 

12 Our approach aligns with the work of CFFC, particularly the emphasis on financial 

capability building supported by the development of online tools and social 

campaigns. We will work with CFFC to share the voices of our customers experiencing 

hardship. 

13 Our aim is to develop a new service delivery model to move people experiencing 

hardship toward financial independence. The model will take account of the variable 

progress that customers (some showing 'two steps forward, three steps back' · 

behaviour) make on this path. 

We have involved all stakeholders by using a comprehensive 

co-design approach 

14 Co-design involves all key stakeholders in the design process; Th€y, along with other 

key sector partners, have been critical in informing the design of the new approach, 

testing assumptions and validating what will work. · 

15 The first workshop was held in September 2015 to in.troduce providers to the co­

design approach. Since then, Community Investment has held co-design workshops 

around the country with service providers and their customers to determine what the 

new services should look like. We have engaged with approximately 300 people. 

16 The approach and design for how the new MSD-:ftind~d services will look has been co­

designed alongside providers currently delivering budgeting services, and with the 

customers receiving those services. 

17 Engaging Work and Income staff, frori'lrnahii:!gers to case workers1 and recording 

their experiences and insights was a.p~iority. This has been achieved and a 

standardised Work and Income referr(:lf practice is being developed as the fourth 

service concept; we will aim for its early implementation. 

18 The Ministry of Business InnoVation and Employment is also fully engaged in the co­

design and the Auckland Co-lab hasbeen instrumental in the design and prototyping. 

Organisations involved ~ntne wider financial capability sector including microfinance 

lenders and Good Shepherd New Zealand are also included. 

19 A Design Hub rooni'hasbeenestablished at MSD's Bowen State Building in 

Wellington to enable the visual display of all stakeholders' input. The visual and 

interpersonal connections in this room have greatly strengthened the co-design. A 

walk-through visi{to'the Hub is highly recommended and an invitation for this is 

attached as Appendix Three. 

Approximately two-thirds of the total service requirement is ready for 

tend~f· · 

20 We·planthat delivery of the new financial capability service model will commence on 

. 1 November 2016. We propose taking a phased approach with three core service 

' components needed for successful delivery scheduled for immediate introduction. 

Additional components will be added as they are completed. 

21 The full suite of redesigned services will be in place from 1 July 2017. 

The transition to the new services will be funded from the current 

appropriation 

22 It is anticipated that the 2016/17 budgeting services appropriation of $14.9m will be 

invested as follows: 

• $4.4m for the rollover of existing contracts until 31 October 2016 
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• $6.7m (approximately) to fully develop and then deliver three core services from 

1 November 2016 

• $3.8m (approximately) to develop, test and gradually introduce eight other 

service components as required. 

The new service model includes eleven key components :c:':·, 

23 The new service model has been designed to address the complex lives and Q~c;l~\jf::: .. 
customers experiencing hardship. This model comprises three core services:(numll~r$":;,· 

1 -3, in bold). Approximately eight additional components will be developed::;Qver tf:l:e 

coming year (some components may be merged or expanded as part the 6~gptng 

development process and depending on their viability): 

1 Strengths-based financial plan 

2 Financial mentors 

3 Group and peer-led support 

4 Standardised Work and Income referral practice 

5 Income and resource generation strategies 

6 Ethical money management 

7 

8 :::~::a~l~lii::l~;i::::~:~:: service ac~~'~1Tty_,, 
Financial capability training program,ye::~.~~~;~r08:~cts 

10 On-line tool to measure outcomes ~1;,d p~~lr~;s 
--::?;,·~- "!<~:~:?'\,-.,,. _/"_;:~" 

9 

11 Systematic social change prograrrt~~··&:<~thieve community-level learning. 

Additional information on each corfi®ii~rt¥ts attached in Appendix Two. 

. ·~::~~;~:::~:;'::::::~;. 

New financial products anCl:;Qppqttunities have also arisen through the 

co-design · ··:;;~:,:;;:;:~·: 
,•f:r;"',,·,-.., 

24 Increased alignment b~tw9'"~f}. the financial and budget services sectors has been 

explored, specificalty?i~:::c. ·~e 

• 

• 

/!."; ~~~·},.·. ~->': 

we underst$1;fiif tl;tat·~~tpac Bank representatives are keen to view the Design 

Hub room a'n:qJo dj$(:uss involvement within the seventh service component, 

FinanciP,ity''Ir!d&~J#e products, possibly by using the Banking Innovation Fund 

a muc~~etf;~~~~derstanding of the microfinance sector in New Zealand has 

be~;.9pined~:;:fncluding with the Community Finance initiative 
-.:~\-- .. r,:.,.~~~,~~i(; h: 

• ,::a p~~~§2i"r"to deliver microfinance lending through selected budget 

i~'; a~;vis~rs/financial mentors is being discussed. 

;::::~,~:~(' .;::t' ' 
Rj§ikS iriwtved in moving to the new model will be managed 

,.,;:~S·,'~:::~~~.x~fth the introduction of any new service or programme, there are risks involved in 

,~jf" ,::f the'hansition. We are confident that we can manage these risks. Our use of the co­

·,~:~;;;~:· .,:~esign process has meant that we have a very good understanding of the budgeting 

<::~::,rservices sector and good relationships with key players. 

Communication and relationship management will be key to successful 

implementation and minimising risk during the transition. We will provide regular 

updates to the sector and a national service design road show is planned for 9 - 20 

May. This will provide an overview of the service model and an understanding of the 

new frontline services. We will host approximately ten sessions across the country for 

current MSD-funded providers, the wider budgeting sector, and those who deliver 

financial capability services. 
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27 Many providers are already using part or most of the new approach and are ready for 

change. We know that some providers offer less effective services producing 'tick 

box' type budgeting advice that fails to engage with customers or assist their move to 

financial capability. We will assist them to transition1 or exit the funded sector, as 

part of the development process. 

We are confident the new service model will improve sector 

~:rf:.~:::t:."!_:~~~~dn ~~=:::nc:::i:~?new financial capabllity-b"'::'%~ 
products and services are fit for purpose, endorsed by the sector, and respo~hlt:!'":~:O 

the real needs of customers, across a continuum of complexity of neec;l; and fin'aH'cial 

capability. ,.;!/:/ .. ;.:;~· 

29 Improved alignment with microfinance providers and the broader:ti~l~ti·aL·s~ctor will 

be encouraged, with the aim of moving customers experiencin_g har~·~Dip::::to a position 

of increased financial capability where they can be assisted t9~r.f3s filiancial growth • 
. ::if ··:r;,;:~, 

.::;{''':i::::;;:;::%:,,, 

File ref: REP/16/3/318 
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Appendix One 

"Tina's story" - showing a current customer's experience and the improved future state -

is attached as an A3 fold-out. 

Source: 
Co-design "Blueprint" document, ThinkP/ace and Ministry of Social Development lf/;;;~/t;~;~ 

201£ 
t ~ 

'-~ ?:·::~:~ ;~~ ::~:.:3~:::~ 
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THINKPLACE 

Tina is desperate 
------~"~,~~-~··----------

---------

TINA'S BACK STORY 

n 
CRISIS LEVEL 

J--e---lil--()---()--0--1 

FINANCIAL CAPABILITY 

~ 

@ 
• Tina has spent her 

1 last few dollars on 
1 some medicine 
: which she needed 
1 urgently. 

A She has no 
money left in 
her account 
and it's still 
three days until 
her benefit 
comes throug 

!'\:· 

Lives in 
Auckland t Solo parent 

(husband in [jiij]~ 
~·-·····-····· prison) . . 

~ 

'
tili, Thri3e,rihi!dren / 

n II aged 16,,8 and4 , 
Her middle child has 

a learning disability 

Tina and her family rely on benefits as she 

struggles with a mental health issue which 

means she hasn't been able to hold down a job 

for several years. Tina's partner is currently in 

prison. Her moods can fluctuate, especially 

when she is under a lot of stress. Tina is 

currently feeling very down about her situation. 

This includes owing $15,000 to Work and 

Income due to benefit overpayments and she 

has a debt with her GP. Anxiety about this 

accumulating debt puts Tina off seeing her 

GP as regularly as she should however she 

knows she needs to go to keep up with her 

medication. 

(§) 
• Tina rushes down to her 

1 local Work and Income 

1 office late in the day. 

; Her case manager 

1 agrees to an urgent 

1 hardship payment 

1 however this can't be 

1 paid into Tina's account 

; until the next morning. 

Her case manager says as 

she has had several 
hardship grants she needs 

to go to budgeting services 

and get a documented 

budget. The case manager 

is aware that Tina has no 

money left to buy food so 

suggests Tina goes to the 

local Salvation Army food 

bank to tide her family over. 

@ 
• Her family is in urgent 

need for food so she 

walks to the food bank. 

At the food bank they 

make Tina an appointment 

to see a budget advisor 

first thing the next 
morning. 

Tina has been forced to move house numerous 

times and is currently on the waiting list for 

social housing. She doesn't have much family to 

call on for help, however a cousin is letting Tina 

and her children stay in their garage until a 

house comes through. Over the past few years 

Tina has accumulated a range of debt. 

Tina can't afford a car so she and the kids 

walk everywhere. With money being so tight 

Tina doesn't have the internet at home and 

she has a basic cell phone which she only 

uses for emergencies. Tina is feeling pretty 

stressed as she has run out of food her for 

children and it's still three days until her next 

benefit payment. .. 

ri'\ 
~l 

• In t~: inoililng she ~oes to her 

1 budgeting appoiiltment She anq 

1 the budgeter Work throtigh a .. · · 

1 plan. Tina takes tlil!l budget :; 

1 away to show her cilse . 

; manager. .: .. 

• She is frustrated when she gets: 

1 there as her case manager barely 

1 looks at the budget sheet. She Is 

1 relieved though to know her 

1 payment has gone into her 

; account. 

® 
• After a long, hard day Tina is 

1 happy to get home with the 

1 kids. She is gutted to find a 

1 letter waiting for her from a 

1 loan company demanding 

1 immediate payment as she's 

1 fallen behind with 

1 sepa.~ym __ e_n_ts ____________ ~ 

···r;ina was looking 

forward to her benefit 
!Jeing paid sp she could 

see iiow J'l1llCh l)lOney 
she ca1i 0 

put to paying off stin1e of 

heidebt.·Tne'amount in 

her acc6qnt is less than 

she was expecting as 
she forgot she is paying 

@ 

• 

It's Tina's son's birthday 

on the weekend. While 

things are very tough 

financially Tina doesn't 

want her children missing 

out. She makes a call to 

the shopping truck that's 

often in her 
neighbourhood to buy her 

son a few gifts. 

With everything going 

on Tina is feeling 
stressed out, fed up 
and her health starts to 

suffer again .... 
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Tina goes into W&l for a hardsl'\ip 
grant. She meets a Case ManatJ¢L 
who looks at her file. Seeing that· • 
this is Tina's second hardship 
request the Case Manager takes 
the opportunity to talk to Tina about 
how working with a financial 
capability provider may benefit her. 
She lets Tina know what providers 
are available, and talks through 
what might be a good fit for Tina. 
Tina feels working one-on-one with 
someone may help, so the case 
manager arranges for a financial 
mentor (FM) to call Tina 

Area of opportunity 

The Case Manager can see 
Tina's history in MyMSD. She 
organises a hardship grant 
and says: 

"You could really benefit from 
having an expert work with 
you to understand your 
money situation. Here are 
the options available in our 
community- what one do you 
think would best worl< for 
11ntt " 

Area of opportunity 

A local FM contacts Tina and 
arranges to meet up. Using 
the 'where I'm at' section of 
their financial plan the FN 
quickly builds a picture of 
Tina's situation. They 
recognise that things are 
tough with Tina's housing 
situation, her 8-year-old's 
health and a pregnant 
daughter. Being a single mum 
she is juggling this all herself. 

® 
. • The FM makes a gentle but 
l .siriG¢re approaches to contact 

.. }; : ·· tiri~ a few days later as Tina 
: · di.~n't tur~ypfortheir next 

' }es~ion. :: . · .••.•.. 

1 Thai=M ~~kes further calls to 

~ Tina ~n? le;,<'\ves a tii~s~a~~ about 
; how she \'!i~!hts}o IJ€llp. Eventually 
l Tina answer.sthe phone and th~Y 

~ ~~\:rka::·vJ:~~~€lgrees to,t~tthe : 

fJ 

.-------"'--'------"'~ 

Area of opportunity 

The FM establishes trust with 
Tina and uses their agency 
connections to issue an 
urgent recommendation to 
get Tina further support. A 
Whanau Ora navigator makes 
contact and they discuss 
options. 

The FM works with W&l to 
ensure that Tina is getting all 
her correct entitlements and 
recommends a debt 

~ 

f 
1 
l 

~ 

Tina gets a phone call from her 
kaimahi (through Whanau Ora) 
touching base. She lets Tina 
know that she's been liaising with 
her FM about Tina's situation. 
Through conversations they 
establish Tina has a debt with 
her GP and she hasn't been 
taking her medication .. They 
explain that they would like to 
work with her to make a plan to 
sJ,tpport her, which first means 

: stabilising her health. 

:;:L...;;e:~~~------, 

Ar~a of opportunity 

G6)1r,ecte(l Supper! services 
wor:king ,together ar1a having 
a trusted kaimahi work wi\JJ 
(not for) Tipa.Tpere arlij. · 
agreed prioriiies forJiii<jand 
her whanau around·health < 
and housing. Financial advice 
is passed on to Tina ll1tough 
her trusted kaimahi. · · 

Area of opportunity 

The FM strengths-based 
financial plan builds a 
integrated picture of a 
person's financial well-being. 
For Tina, this means taking 
positive steps to get on top of 
her health and to seek help 
through the school for her 8-
uc:.~r nlrl 
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b 

The kaimahi works closely 
with Tina's FM to support 
Tina's financial options. Tina 
chooses to sign up for Ethical 
Money Management (EMM) 
and the FN requests a hold on 
debt interest to stop her 
money crisis worsening. The 
FM supports the kaimahi as 
she helps Tina make a case to 
Housing NZ for a house for 
Tina. This is all part of her 
financial plan. 

Area of opportunity 

A EMM programme that 
includes a no-interest hold 
on her debt helps Tina to 
stop worrying about money 
and gives her some space 
to think about other 
priorities. As part of the 
EMM programme she 
attends a fortnightly financial 
literacy course where she 
meels·other people in her 

'Tina benefits from 
have 

29 March 2016 
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\1!) 
Once Tina's health gets back 
on track she feels empowered 
to tackle some other issues. 
Her kaimahi has helped her 
get a house; she meets with 
the school about a teacher 
aide for herB-year-old; and 
begins to make plans for her 
child's birthday. She 
remembers that her FM said 
that a picnic at the local park 
can make a child feel special 
on their birthday without 

l costing a lot. 

~ Area of opportunity 
Achieving non-financial 
goals is recognised by 
W&l as progress (e.g. 
getting bact< on 
medication, a debt 
repayment plan, stopping 
smoking, kids going to 
school with lunches). Her 
FM organises a morning 
tea for Tina and her 

progress. 

In the near future ... 

Tina talks to her FM about 
wanting to volunteer 

somewhere, so they talk 
about that and Tina decides 

to :call the school to see if 

they might need someone to 

help out in .her daughter's 

class ... 
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Appendix Two 

Key service components 

,· . . . ·. . ·. . .. ·. '·. . . ·, 

.\ AQ .. <:JfllJnE!.ofPC3RE!r.~p8l.}h,C3~en<;~plt:!~ mt:~ningf1Jl. ~pd ... C3~tiq.n- . 
q'ri~nt~<:J ... di~cl-!??J9fl .•. ~~tW.~.~r)t.h~}:l!qtqm~r•~.n9th~k••·m~Dt9r ··.·. · ••· 

. .· ·..• .•.CC3pd Work C1.r"lciJnfprT}.e/cC3s~ 1)1cmC1gE!r wht:r~r~t~vant) \·•·lt will. ·.· ·•: 

r.,...,~··~~=~=~==~ ·..·..,?""h.~pw'""······:c::t7b7e,.,.,s,.,.,t,.,.,~p7-..,G,.,h~a-cn,::,ge7 •.••• 7to~w7.·+:~·+r<:l7s,_.J7J.n-:+.?+Jlcc· .•. <:7iC37j.,.,· C:""'q""'n""'tr""'o"'J~7··.•·+•.V·7. 7····~· ""'. ·,.,.·· ~· "' .. ·.,.,.,· ~: -· 

1 · ?trepgth?~ba?~cl 
fini:lnC:iC3I ple3n·. 

4 Standardised Work 
and Income referral 
practice 

A simple practice that will ena.b,leWork and Income case 
managers to have conversations ~il:.QJhelr customers about 
what a budgeting activityjs an¢\rvhy it's important. Through 
these conversations custC>mers WiU be motivated to choose the 
best-fit financial capablliW.building activity for them and their 
situation. This comppnenF:O<:~rlinks with the MSD Simplification 
Project, and we are working to ensure cohesion with that 
workstream. . . 

r---------------------r---------~··,----·=7-----------------------------~ 

5 Income and resource A practical and asplratlonal programme of income and resource 

generation strategies generation options.that helps a customer live better and ideally 
grow their.·mean!'. 

6 

7 

8 

9 

Ethical money 
management 

Financially inclusiy€ 
products · 

Mobile, on lin~ 0r: •• 
after-hours service:. 
accessib!Htyc, 

: 

Fi11ancial capability 
trarning programme 
and prodbcts 

10 On-lirte tool to 

'.~., •• "' measure outcomes 
• , ''} progress 

/>········ 
11 Systematic social 

change programme to 
achieve community­
level learning 

A centralised service platform and suite of programmes that 
help cohtrql ?Customer's money and transactions. It is 
br()kereq bylhelr financial mentor, reviewed regularly and is 
.offered alongside a suite of educational support and tailored for 

r:peopleHn financial hardship. 

Flv~,foundation financial products which can be a catalyst for 
cqstomers to build their financial capabilicy and move on to a 
,Path of growth 

A consistent financial support service delivered through a range 
of channels, including smartphone and online, and at a time 
that works best for the customer (including outside normal 
business hours) 

A financial capability training programme and resources for the 
workforce who work with people experiencing hardship. 

This software-based tool allows clients and those supporting 
them to track progress around key financial capability outcomes 
(reducing debt, increase awareness, support family etc.) The 
software is computer and smartphone based, so users can 
capture on-the-spot feedback and track customers' progress. 

Resources, systems and co-ordination practices that support 
strongly connected local communities that understand the 
nuances and needs of people experiencing hardship. 
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Appendix Three 

Invitation 

Hon Bill English 
is cordially invited to visit 

The Design Hub room 

Financial Capability (Budgeting Services) Co-design_)':· 

An opportunity to view the input from customers, providers, and stalf~~:l4:J;siiJ's it has 

been received and to gain an overview of the connections and desigft~:p~elsfehs made 
<~:"'-. ,;"):$:/ ·.-·~~~;;~~~ 

Location: .::·,~~ ·.:,::;:K -

Ministry of Social Development, Te Anau Room, Bowen State.:,atti\iingT~vel 3, Wellington 

Time: .y;:o:c.:-. 

.. ···,<::~~~> 

Any time between 8.00am ar:t~''7.Q'P.Rl11 
Date· /J.':::· ·:·:;~~~i:~~~:-:·:•},,,,,.:;,Y 

The room has been reser~e~~~iiJ:t:if4 -~~il 2016 
''?~~==~:,~;:i) 
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MINISTRY OF SOCIAL 
DEVELOPMENT 
TE MANA TO WHAKAHIATO ORA 

Report· 

Date: 21 April 2016 Security Level: IN CONFIDENCE 

To: 

CC: Hon Anne Tolley, Minister for Social Development 

~<;~~? ~-,::::~~~~~~'~ 

Increasing financial capability for people:~~lg)etoiencing 
hardship - ··"~;;. 

Purpose of the report i':.;,.' 
~?.'".'-

'1 Your agreement is sought for the implement~it5'~;!fbll'!. November 2016 of three 

core components of the new building financial · .II:ftY service: Strengths-Based 

Financial Plans, Financial Mentors, and Gr~P~ ·.•. ng and Peer-Led Supports. 

Recommended actions """"'~~':",) . 

It is recommended that you: ·?'; .• ··:::::~:: .......... u.· . · 

1 Agree that frontline deliver;r,of~~s-Based Financial Plans, '~No 
Financial Mentors, and Group'\~argthg and Peer-Led Supports will begi~~ 
1 November 2016. ...... -~~~.;;;~:~-· .~ 

Note that Work a-~<:((;~:~,~ referral practice guidelines will commence .~ .. ~ .. ·•····No 

from 1 Novembe.~~201~•:f•. ..§'} · ~ 

::~~~~~:~~~~t;~a~t~;v;~e~~~ ~~o~!:ng services ® No 

S{, .. . !$~~"':,.~.·~~=?.~ 
• $11.1ni''fer frQtit-line delivery of services 

(,:d.:;,;'f'J:~:~ ~ ~':."l;:,?:J:.;~;~"\,'< 
• $3.~:l~t:;:;:§elivery of seven other service components and 

h;tran~~bnal funding for providers (if required) 
,PI -~~~-

2 

3 

4 : ,,.. we are working with the sector to identify the workforce eNo 
<·, tr - and sector capacity-building that will be required to fully 

.<· ~~\:;~,~ imJ?ie-ment the new financial capability service. 

<~!!~::!#~:;;- .·~;~::~e that current pr~vi?er contra.cts will?~ rolled over until 31 October~.··ir·· No 

.,~~~:v::f};' 2016 to ensure continUity of serv1ce proVISIOn. ~ 

,_, Note that If you agree to recommendation 1 (above) the open tender I,~. e. ~ No 

for the delivery of the new Financial Plans, Financial Mentors, and Q 
Group Learning and Peer-led Supports will open in June 2016. 

Note that the Communications Plan will be provided to. you on 27'?~~ril ~·.No 
2016. ..(j!4.. s~~ Ct8 ~~ -~ 7 

Bowen State Building, Bowen Street, PO Box 1556, Wellington -Telephone 04-916 3300 - Facsimile 04-918 0099 



8 Note that speaking notes are being prepared for you to present an oral 

item at an upcoming Cabinet Social Policy Committee meeting (date to 

be confirmed). ff t 4_ -l 
Lu~~'"" 

Murray Edridge 
Deputy Chief Executive 
Community Investment 

.rfon Jo Goodhev,~o~"'? i ...... ·. 
·· Assckiate Minister for Social Development l \.~.·/ ·... . ... 

f 
r 

Increasing financial capability for people in hardship 

Date 

~
··~ 

eS/ No 
./ 

{ 
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Background 

2 The Ministry of Social Development (MSD) allocates $14.9m per annum to budgeting 

services across New Zealand. 

3 Community Investment is leading a thorough re-design of MSD-funded budgeting 

services to assist them to make a shift in focus toward increasing financial capability 

for people experiencing hardship. 

A shift in focus toward financial capability is needed 

4 Many people referred to budgeting services face overwhelming crises acrossmultiple 

facets of their lives or have reduced capacity to make decisions. They are unlikelyto 

make significant changes in their lives until their immediate needs aremet. 

A percentage of customers only access budget services to meet Wor~aqd Income 

requirements and are less likely to be engaged. · · 

5 MSD currently funds budgeting services to focus on improving custome:rs' financial 

literacy, but to really help people experiencing hardship; th(;!.fOC'i..l~fneeds to be on 

improving their financial capability. 

6 Financial capability is the ability to act combined with theopp()rtvnity to act and 

involves the recognition that there are environmentaland structural factors that 

affect the ability of vulnerable people to improve t?rrc:jr,;g.rnstances. 

7 A Core Design Team comprising members from .MSD)>~he Auckland Co-Design Lab 

and the Ministry for Business, Innovation andEfnpJoyment was formed in 2015 and 

will continue to work throughout the project t~k~nsurethat a balance of voices, 

expertise and perspectives is incorporated:<> 

·<-, '._,. 

We have involved stakeholders by<~~ing.~ comprehensive 
co-design approach 

8 We have used a co-design approat!)t:c.design the proposed new service components. 

This has involved consulting With a~vide'range of stakeholders, including: 

• Providers of budgeting services:?;<those that currently receive Government funding 

as well as those that are•in the non-funded sector 

• The financial sector• 

• Representatives.of releyal")tumbrella groups including the NZ Federation of Family 

Budgeting Serykes.~nd the Associated Budgeting Consultants' Network 

• The Commi!:;.7'iori~pr fihancial Capability 

• Work and Income 

• Maori and 'Pasifi~a providers of budgeting services 

9 A co-deslijh·ap;r~ach puts customers' experiences at the heart of the process and 

ena.b.les re·;irnaglning the future with those who will be using the service. Concepts 

ar¢'de}telo~d with partners, then prototyped and tested with customers to ensure 

the.{f:levelgped services work for them. It has been shown to reduce risk because all 

perspe~tives of 'success' (including the customers') are integral to the design 

·.proc~ss. 

• 10 > The'initial workshop was held in Manukau City in September 2015 to introduce 

J:')roviders to the co-design approach. Since then, Community Investment has held co-

•design workshops around the country with service providers and their customers to 

determine what the new services should look like. To date we have engaged with 

337 different stakeholders, including design workshops with 75 providers ( 45% of 

current providers). There have also been 6 sector updates, provided electronically. 

11 Engaging Work and Income staff, from managers to case workers, and recording 

their experiences and insights was a priority. Work and Income referral practice 

guidelines are being developed for commencement on 1 November 2016. 
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This approach aligns with the widespread work on building financial 

capability 

12 The National Strategy for Financial Capability was developed by the Commission for 

Financial Capability (CFFC) and endorsed by Cabinet in July 2015. Its vision is 

"Everyone getting ahead financially," i.e. to improve the financial capability of the 

whole of New Zealand's population. 

13 The co-design fits with the work of the CFFC, in that the emphasis is on financial 

capability building supported by the development of tools, education and campaigns. 

We are working with the CFFC and other partners to share the voices of our 

customers experiencing hardship and to ensure products and tools work forthe 

shared customer base. We will enable other agencies to utilise our insights arid 

products to assist their customers. 

14 The aim is to move people experiencing hardship toward financial indepehdence 

through education, support and advice. It will also work towards removing some of 

the structural and systemic barriers to improving their financial.situatl(f.fl. The model 

will take account these wider issues, their impacts and the variahte progress that 

some customers make (sometimes taking 'two steps forwprtl,threesteps back') and 

build on these behavioural insights. ·· ·· · 

15 Four illustrations of the difference for customers betwe~n what is available now and 

what could be available in the future are~attached i')t Appendix One. 

There are eleven key service componen~s 

16 

;',;' 

The new service model has been co-designee;! th"99c1ress the complex lives and needs 

of people experiencing hardship. This mqpel compr+ses four core services (numbers 

1-4 below). Up to seven additional components will be developed over the coming 

year. Some components may be merge91 exp.:inded or removed as part of the on­

going development process and de.p~pfl.iqggn their viability and suitability for our 

target customers: 

1 Strengths-based finca·l1cial p!all> 
2 Financial mentors . ,, .... :: 

3 Group learning etll4 peer-fed supports 

4 Commence usi~g Work and Income referral practice guidelines 

5 Income and .r::esdutc;;e generation strategies 

6 Ethical mon~y management 

7 Financial!¥ ihd!lsiy~ products 

8 Mobile/online cit'after-hours service accessibility 
·-----·-.;-:." :-; 

9 Financial c:apability training programme and products 

10 oK,.iln¢;tqol to measure outcomes and progress 

11 Syst~rnatic social change programme to achieve community-level learning. 

Additiohal)nformation on these is attached in Appendix Two. 

- . 

we;eroposed taking a phased approach 

17 .· we'plan that delivery of the new financial capability service model will start on 1 

.. November 2016. We propose taking a phased approach 1 with the four core service 

·-components scheduled for immediate introduction. 

This phased approach will give us the time necessary to complete the other seven 

components which will be integrated into the new service model over time. It will 

also help the budgeting services sector make a phased transition to the new way of 

working with customers. 
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The transition to the new services will be funded from the current 

appropriation 

19 The 2016/17 appropriation for budgeting services is $14.9m. Table One (below) 

shows how we anticipate using this funding. 

Table One: 2016/17 Allocation of Budgeting Services appropriation 

• 1 July - 31 October 2016: Provision of Budgeting Services by 

current providers 
,·. ' 

• 1 November 2016- 30 June 2017: Provision of Strengths-Based $t).7ill 
Financial Plans, Financial Mentors, and Group Learning and P~ef,, 

Led Supports 

SubtiJt;al $11.1m 

• Delivery of seven Financial Capability service cqmponetJJs $3.8m 

• Transitional funding for unsuccessful providers;{i(+egt;rired) 

TOTAL $14.9m 

20 Strengths-Based Financial Planstfir1a!')dal Mentors, and Group Learning and Peer-Led 

Support are the services that will be accessed by the majority of the customers and 

will make up a large proportion of the<overall financial capability service model once 

it is fully implemented. The stahqar£lised Work and Income referral practices do not 

require funding as they ,(:l,r(l.part of Work and Income's "business as usual" work. 
r ,- ~ -~·•,,• 

21 $3.8m of the appropri~~ion will be used to deliver the other seven service 

components. We,y,iill oe,introducing the service components as they are completed, 

with the full suit~.being delivered from 1 July 2017. 

22 We are inves~ig;atiflg.f!lpklng transitional funding available and this will also be funded 

from the $3\;Bm,,:T!)isfunding would help any currently funded providers who are not 

successful in getting' contracts for service delivery from 1 November 2016. This 

transitiqpqlfunding' would provide for continuation of service delivery until 31 

Decemberip16. and help providers to transition their clients to other services. 
-·· ._. ____ _ 

.-->:- >---
,-- .,_ ••'n 

Oppott4nities to link with parts of the finance sector have arisen 

23 Alig~Meht with the broader financial sector including microfinance providers 

· '•{~ndy.i.:iing Community Finance) has been explored in the co-design. Progress within 

theseventh service component Financially Inclusive Products includes: 

design and prototyping of bank products that will work within users' cultural 

frameworks and support their cultural obligations 

• possible use of the Banking Innovation Fund; Westpac Bank representatives are 

ready to discuss possible involvement 

• discussions on a pilot to test delivery of microfinance lending through selected 

budget advisors/financial mentors. 
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We are working with the sector to identify the workforce training and 

capacity building that will be required to support the new services 

24. On 24 February 2016 we ran a providers' workshop in Christchurch. The focus was on 

identifying key issues and insights around sector capability, primarily workforce 

development. ;;::::~:~=~"\\';, ~ 

25 The workshop identified several key issues consistent with other co-design feedb?tck:~~~~:·:;;~;:::''':':' 

• that effective budget advisors require a diverse range of skills ~\,,i~;., ·,~~j,,. 
,,.:~·:~~~-y· 

• the need for national standardised training and strong sector leadership 

networks 

• the need for nationally-accessible resources and training .,{ 

• the importance of keeping what is currently working in workforc,;dE})¢i:?loQrnent. 

26 We will be further consulting the sector on these issues to develo~,:~~'fJ&:{i) . .i~training 
to support the re-design proposals. The results of this work wi.ij"be)fi6~4gd in our 

final report to you. .<·? ·:~~;;;;; ··· 
'~~~$~~;:> ~~-;:~~~2:·, 

The way funding is invested is consistent with G~v;~i-\:ment's social 

investment approach 

27 The soCial investment approach that Government · :t~tms to improve the lives 

of New Zealanders by applying rigorous and e~~en· .. , ed investment practices to 

the development and delivery of social servic~?; ]Jte ~ew financial capability service 

delivery model that we are developing is ba.!?~Cf:;~fi tt:);~' social investment approach. 
,;:_:::~~~~2:~,·~:. ·-,·~-~~·,:-~~~·< 

28 Consistent with this, when we implemen~the if~ ll'nancial capability service, a major 

focus will be to make sure we are pur~ ·. · >. right services from the right 

providers in each region to meet the n' lnerable customers. 

29 Through the co-design process, ~g:~~~\/e''~rked closely with the budgeting services . 

sector to identify what does and·~~sn~k.work to help 'people experiencing hardship. 

The rigour in the design pro~,sswilt'~~e 'l'natched up with funding decisions based on 

data on the needs of vulnerabl'ia:;ReoRlie at the regional level. 
~'<*':r~~"''.JC:iY 

~ ".::."~". 

We are targeting the;:~fu~~t':;vulnerable customers 

30 We know that our,,~6r;~~\:::?.Jice provision is reactive, and primarily responds to 

those who are r~~rr~tfby Work and Income or who self-refer. The co-design work 

has shown thatJHet~· ar:e:'many people who would benefit from financial capability 

services whq$'(fij''_r;u;>f:c~fiently engage with budgeting services. 
~~~"' ~,,~:~>~,:;""<~::~ 

31 Under the neW:,;sef"\4te model, we are aiming to be more responsive to customer need 

and to ~at~ .. $ef'¥1tes much more attractive to the working poor and groups that are 

not c!,lrre~ti~''t1ietessing services. 

32 w~fi~Y:e J~~d a range of indicators to build a comprehensive understanding of the 

n~,,iO'r {!f;lancial capability services regionally. These indicators include the number 

. of f~~t!~, earning less than $50,000 per annum, the number of families receiving 

·~;;'::,Worki.rlg for Families and the number of clients given the Hardship Emergency Grant1 • 

j,:;:: .... ~:~'~ill enable us to distribute funding fairly, and to the areas of greatest need . 

. ;~~'':;::';~;;,:-· .;::':' 
~.gviders will be affected in different ways 

_,:k'-;::;~;i:i!.'l::! Our analysis is that many current providers will get contracts to deliver the new 

services from 1 November 2016. This is because many providers are already 

1 Other indicators of need are: Number of clients receiving the Accommodation Supplement; Number of single parents with 

dependent children, Maori population, Pasifika population and the number of people aged 2D-24. 
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delivering to vulnerable customers and are using part or most of the new approach to 

building financial capability. 

34 However, we expect that there will be some providers who will not receive funding, 

for example because they are not providing services to the target customers or are 

duplicating service provision. At the same time, there are likely to be providers who 

don't currently receive Government funding, but are successful in tendering for the 

new contracts. Until providers go through the tendering process, we are unable 

say which, or how many providers are likely to be affected. 

35 The timeline for the tendering process is as follows: 

Week beginning 23 May 2016 Providers briefed 

1- 30 June RFP open 

25 July - 5 August Assessment panels held 

Noting paper to yo4<::F 
,·j~·:::.~ 9 September 

12 - 23 September Sector advised or''buti:'~~ves (unsuccessful 
providers priq,r;it!sed and transition funding 
offered) ,;;:""',~?; . 

. ~Ji? .l:,:~r..'\~ ,[ ,-, ' 

26 September - 31 October 
,;;:<~~ .-.:r~~~~ 

Contras:?~~aey~~pment 
:-y .4- "";;' 

1 November 2016 

1 November 2016 - 31 January 2017 ~~suc~~sf~l providers transitioned to non" 
.tu-t'ttted:J~ctor · 
'-~,:~>~ . ~<:lr::=·· 

36 The co-design process means th:~~~ engaged and worked closely with the 

budgeting services sector ana:~~-ther ~~y partners. We are therefore confident that 

any change for providers will be'~:~fhieve benefits for people experiencing financial 

hardship. -·~~(~~;:::,;;i~:~~% •• 
~\ . ~~::;~:~_ ;:~: 

There are risks inV(jlvell:~wtth the transition 

37 As with the introJ~~~~ ~f·.;~-ny new service or programme, there are risks involved in 

the move to ya:@:nE!W•;:m0'Ciel. We have identified two major categories of risk: 
/!// ,;,;~:::;:~::':;;,~~ '<.,• 

• Risks assOO\~t~d »'ith the range of new service components; and 

• Risks ~g~t:ea=•i~ith contract changes in the short term . 
. ;~~~ .~~~?'!»:·~*':~~· 

,-'S~-;d: ':t,~~fy 

Risks .With.~the.;t:new service components 
·,:,~~>~ ~~:::-" ~~:~~· .. 

38 We ·at_~ coiifident that we can manage the risks from the range of new service 

<;;: •. _ compoRents. Our use of the co-design process has meant that we have a very good 

.-·l· ·=·\~p_d_~tanding of the budgeting services sector and good relationships with key 

.:::::: .;:?:' pfayers. 

,~,~~~:~~: ,;{#Je know that many providers are already using part or most of the new approach 

",:,::::' and are ready for change. We know that some providers offer less effective services 
<~·:<':';.;,,.,,. __ 

(e.g. 'tick box' type budgeting advice) that don't properly engage with customers or 

help them move to financial capability. 

40 A significant proportion of the sector does not receive MSD budgeting services 

funding. We will work with any current providers who are not successful in the 

tendering process to help them make the transition to the non-funded sector. 
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41 Examples of these types of risks that we have identified and the way we intend to 

manage them are shown in Appendix Four. 

Risks with contract changes in the short term 

42 We currently have contracts with 164 providers to deliver budgeting services. In 

order to start delivering the new services from 1 November 2016, all current provider 
contracts for delivery of budgeting services will need to cease on 31 October 2016.. ·. 

43 Those providers whose current contracts finish on 30 June 2016 will have th~k 

contracts rolled over until 31 October 2016 in order to ensure service continuity. 

There are 72 providers which have current contracts which end on 30 June 2()17 ... 

The introduction of the new services and new contracts will mean that their cl.lrrei1t 

contracts will finish eight months early. 

44 There are no legal ramifications arising from this. All provider con~raet~ contain 
clauses to allow for contract variations provided 90 days' notice is ~Hven. \lve have 

met this requirement as all providers have been informed of th~chimge in contract 

and have confirmed in writing that they have accepted the~ontract variation. 

45 We are aware that some of the affected providers are expt~~sing c~ncern that their 

contracts will be shortened. It is to be expected that providers will be concerned that 

their contracts will finish earlier than they initially af)~idpated. All of the affected 

providers will be able to tender for the new contrac:,ts, bqt.itis not possible to forecast 
which will be successful. · · · · · · • ·· 

46 These concerns are likely to be exacerbated by thefactthat they have little 

information on the new services we propose contracting for from 1 November 2016. 

47 If you agree to the three new service comp~~ents(Strengths-Based Financial Plans, 

Financial Mentors, and Group LearninQ>Ciil'~.Peet-<Led Supports), we will be able to 
provide the sector with this informatiort;: · 

48 This will enable providers to assessthetrali§nment with the new services and 

whether they will tender for the ne~-v C:o.ntracts. It will also enable us to progress the 

development of the tender do~umerits; and ensure the best possible procurement 

process before service delivel)fl;>.egins on 1 November 2016. 

We will support the ~ectorein the transition to the new service model 
,_ ' "._..__ .", 

49 Following your agrE)ementtqfhe proposed Strengths-Based Financial Plans, Financial 

Mentors, and Grq!Jp l,.earnliig and Peer-Led Supports, the tender for delivery of these 

services will open·i'f:I]UI)e2016 on the Government Electronic Tendering Services 
(GETS). . .... 

50 We will contihtle toprovide regular updates to the sector. In addition we will provide 

service de~J911 irfformation via video and a comprehensive information pack. This is 

to ensurepr:CiViaers get an understanding of the "why, how, what, when", the 
fror::~tJine s·ervices to be tendered. Providers will be able to see how the new design 

fitswithw~at they are currently doing and what they may have to change. This 
appru~chireplaces the roadshow that was originally proposed but which is no longer 

considered feasible given the timeframe available. 

51 Afl~f:c·questions and answers will be posted on the Community Investment website to 

ensure that all interested parties are able to easily access updated information. 

52 We intend to be as responsive as possible to the needs of providers during the 
transition to the new service model. As noted earlier, we are working with the sector 

on the training and support providers will need to deliver the new services. 

53 We anticipate being able to tell providers in late September 2016 whether or not their 

tenders have been successful. As noted in paragraph 22 (above), in order to help 

unsuccessful providers to transition their clients to other services, and to smooth 
their exit from the funded sector, we are investigating providing transitional funding. 

This would provide for continuation of service delivery until 31 December 2016 and 
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would be funded from the $3.8m set aside for delivery of the seven service 

components. 

54 Until the tender process is completed, we will not know how many providers will need 

the transitional funding. Any transitional funding provided would be released in 

November 2016. 

We are confident the new service model will improve sector 
performance and build financial capability 

55 The use of the co-design process will ensure the new financial capability-building 

products and services are fit for purpose, endorsed by the sector, and respon;;IyeJ:o 

the real needs of customers, across a continuum of complexity of need and finahdal 

capability. 

56 More information on the 'Increasing Financial Capability for New Zealanders· 

Experiencing Hardship' services will be provided in a final report to yo~ foryour 

approval. · 

File ref: REP/16/3/309 
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Appendices 

1 Customers' stories 

· 2 Key service components 

3 Risks and mitigations 

Appendix One 

Customers' stories 
,{/~:?:' 

~":'?:~~:~" 

Four stories showing current customers' experience and the irilprov~~,future state are 

attached as A3 fold-outs. y 

Source: 
Co-design "Blueprint" document, ThinkP/ace 

Development March 2015. 

and Ministry of Social 
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Appendix Two 

Key service components 

sti·engths"".based···. 
Jinancial plan 

4 Commencing 
standardised Work 
and Income referral 
practice guidelines 

A tool. ( availableeither On paper•or•etectrorlii::aUy)that···ef1ables 

meaningful and action-oriented discussion between the .... 

. custorr1\=raod thj:ir mehFor (aQd ·V\!Q[.k (lnd.Income,ca~e · 

rn~nag~r where reley~nt). It,w.HL sqow the step .. change 
financiat.control. · · · 

These i#ol"ker.s will replace budgetaaVisors1 .taking a.rriu¢h<·. 

vvider_.tole.by helping custorners to cqnnect<and work ~!.ththe > 

local.financial .. and.supp()rtsysterns .. Fin~ncial.mentors.wiUw()Ek 
with customers to d~yelop ~heir financial.plansa~~empower'' 
th.13m to .. engage with the types ... of activities thatv4ill9uitthem 

and theirsituation a$ they·worktoward!).fin(lJ1cta.~.c:.apai:JJHty. 
-·----"---"---! 

Gf?upancl p7er-;1e9. ~UPP()rtse!)sion~t.o sha.re <J~(jil~arn •pbout 
· morieyan,d influ~nce positive.behayiol!r cttange. Mostservice 

proyiders offer some forrri of customer.learhlng group/peer 

SUPP()rt b.tjtt~er~ is Cljrreptly no COQ~~$~e,nt <;P'firpach, to how 
and what is delivered. This serVice pasthe;potential to be more 

C:Ost-effed:ive and appr6pl-iate f()rseverat•types ·of''customer 

w.ho go not nec~ssarilyn~ed o6haqtl: l services. . 

A simple practice that will enztbJ~:W6rkand Income case 

managers to have conversations 11\fith their customers about 

what a budgeting activit\! is and why it's important. Through 

these conversations cqE;tO!tJers\.lv'ill be motivated to choose the 

best-fit financial C(:lpabilif¥ bf.lHding activity for them and their 

· situation. This component-has links with the MSD Simplification 

Project, and we 'are Wqr:k.ifig to ensure cohesion with that 
workstream. ·· ·· 

1------------t-----.:.c;:-. -.-... ,,.c. .. ~-----------------1 

5 Income and resource 
generation strategies 

6 Ethical money 
management 

A practicat~nti;;Jspirational suite of income and resource 

generation 6ptions that helps a customer live better and ideally 

grow t!:l~ir means. 

A centralis&tservice platform and suite of programmes that 

t:~eipp.ontrol a customer's money and transactions. It is 

.brokered by their financial mentor, reviewed regularly and is 

O.ffereq alongside a suite of educational support and tailored for 

pedpie in financial hardship. 

7 Financially inclusiv~ l f,{v~ financial products which can be a catalyst for customers to 

products '' ·•·••·· :lbulld their financial capability and move on to a path of growth 

8 Mobile, online &rafterf 
hours servlc.e 
accessibilitY ·· 

9 Fincn'if,iqftap~bility 
trainingpr(lgramme 
?nd prodcicts 

On"Hnetool to 
me(!sl..lre outcomes 

'·':. a11fi'progress 

11 Systematic social 
change programme to 
achieve community­
level learning 

A financial support service delivered through a range of 

channels, including smartphone and online, and at a time that 

works best for the customer (including outside normal business 

hours) 

A financial capability training programme and resources for the 

workforce who work with people experiencing hardship. 

This software-based tool will allow customers and those 

supporting them to track progress around key financial 

capability outcomes (reducing debt, increase awareness, 

support family etc). The software is computer and smartphone 

based, so users can capture on-the-spot feedback and track 

customers' progress. 

Resources, systems and co-ordination practices that support 

local communities that understand the needs of people 

experiencing hardship. 

Increasing financial capability for people in hardship 11 



Appendix Three 

Risks and mitigations 

Some examples of the risks that we have identified, and the way we intend to manage 
them are as follows: 

·}1}tig~~!o115'r· 
. i'): :t::"- ' ! :: '· .• ' : ~ ,,,.1 
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Tipene :. 

A 
CRISIS LEVEL ">.--()--()-j 
I • • .1.· 

FINANCIAL CAPABILITY 

1 • e •--()--C:r-1 

IT\ 
\.__)'' 

• TTpene is trying to get back 

i on his feet after the death 
l of his wife who he cared for 
l over the past two years. 
l TTpene had to give up work 
j to care for his family and 

~ he's on a Work and Income 

! sole parent support- things 

! are tough. TTpene has also 
! just received a bill for $15k 
! for his wife's funeral 
! expenses 

i 
• TTpene talks to Work 

and Income who provide 
a funeral grant of $2000 
and also refer him to 
budgeting services 

0 Tipene's wife 
passes away 

Receiving 
benefit 

r··.··~·· 
:ii ~ 

~ ........... . 
~!tends his first 
• session at a marae-based 

budgeting service. He's 
relieved to work with the 
budgeter to come up with 
a budget and he also finds 
it useful when they give 
him some additional 
information about financial 
literacy. It's all the extra 
costs that come up with 
the tamariki that TTpene 
finds hard to budget for 

i TTpene feels that he has 
• a good budgeting plan 
l and while things will be 
l tight TTpene thinks he 
! can manage. 

~ 

l Tipene feels in an ok space 
until he receives a letter from 
Inland Revenue saying that 
he owes money for a Working 

for Families overpayment 
from the last financial year 
(when he did some extra 

hours at the freezing works). 
He now owes Inland Revenue 
$3k which he hadn't factored 
into his budget 

:,ftp6N~!~,·~A~~~'fto .... ·.··. 

<;;,,Until his ~ife gotslck.TIPfJH~."vork~g.aHhe"IOqi\1, ,, , . .UA/heh · t\e. was ~arctirlg, howev~fit's proving areal·: .. · ·. 

> · ..• t~eezlnt! w~tks and h~ ei3fnet(~t~tiy well:~ no~ever he:• •struggle now he's on· a benefit JTpene is atso worried 

develop 
can keep 
mortgage 
a repayment plan 
on Tipene's behalf. 
TTpene Is very conscious 
that It's going to be real 
struggle to keep to the 
budget, and that's with no 

extras .... 

® @ 
. . into a • TTpene really appreciates • TTpene h~s b~ilt a strong 

pq;:nt1on. i the help he has got from rapport w1th his budgeter 

...•. just'~etlng 1 the marae, so he often does who he keeps in regular 

hls:\i!'hanau's day-t9.~i[~Y. 1 odd jobs around the marae contact with. For TTpene 

living costs, he\~llt a~l~ 1?:,. l as a way of saying thank you. this relationship is a life 

save which st~~'$iies him.,:::~· i A real bonus from the course line for him, helping him 

.,;~~·· .. '::~:( i .; .. he's completed is learning and his whanau keep on 

.-l'''"<:::;~ •. h'::imore about gardening and track .... 

;$.•' ·,;~:ii~'" kiff~:J;al which is helping 

.;;.::fJ;:;~ii~t;r~:!\l£t.~ed his whanau. 

'''1t Ti~ei'te has found the course 
"<;: ... ·invaluable and he .often talks 

'l'ilother pe.9plti1tRijgws 

who are ii;(Bifficult firi~!'lCial 
situations:~bout the .~~iue p~. 
the cours~:'i:!od worKing wltll 
a budgeter ···:·:•:::··:~:::·· .:!:,•?•'''' 
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l~Tpene 

® 
~ npene and his wife have 
i attended a financial literacy 
; course which was offered to 

employers and their partners 
through the freezing works. 
They also decide lo opt into 
the employee savings scheme 
offered by the freezing works. 

~ Area of opportunity 

Through the financial 
literacy programme offered 
by Tfpene·s work he and 
his wife team important 
information about tax. 
f<iwiSaver. \Norking for 
Families, smart and bad 
debts and different forrns 
or insurance, 

They didn't reAlise there 
was so much to !earn. 
however they feel they're 
in a much better position 
financially now. 

Crisis strikes the family 
when Tipene's wife is 
diagnosed with cam;er .. 
As t11e cancer progresses, 
Tipene and his wife come 
under increasing emotional 
and financial strain. 
·rrpene has dropped back 
to part-time work. 

Area of opportunity 

While things are very tough 
Tipene is grateful they 
joined lhe whanau-savings 
programme offered by 
their iwi. When they ere 
told Tlpene·s wife's cancer 
is terminal they receive 
assistance as part of U1eir 
comn1itrnent and contribution 
to the programme. 

Tipene's 
the couple to focus 
isions they need 

\i:fmakefl[) care forJr<sir 
Tipene (ll~b meets 

with his mento,%\Cflthout hi~)Nife 
to tall< about n10re practi~;ill 
aspects like c8~ijl~ on\iis 
supporting l1is cliildiei1 
managing the finances,' 

While the financial mentor 
has wmked with TTpene to 
build a financial plan, she 
can see he needs help 
dealing with his grief. 
The mentor ta!I\S to npene 
about accessing counsel!!ng 
service available at his 
marae and puts him in touch 
with the Cancer Society who 
can provide Tipene with a 
range of support. 

Tfpene negotiates leave 
without pay with his 
employer- they are 
supportive of him and 
grant hirn a year's leave 
to care for his children. 
He is on the Sole Parent 
Benefit. Life insurance 
takes care of the funeral 
costs. 

Tlpene's mentor also reminds 
him that he needs to get in 
touch with Inland Revenue as 
he could have a Working for 
Families overpayment when 
they work tl1rough how much 
he earned the previous year. 

They also talk about how being 
involved at the marae may 
help Tlpene, both emotionally 
and financially. 

Area of opportunity 

Tipene has the confidence 
to tall< lo IR and so!t out a 
realistic repayment plan. He 
also be!Jins workinq in the 
rnarae gardens and starts to 
dive for kairnoana. This 

A. BLUEPRI!'rr FOH Sf:R\i!GE lNNOVI\TION Pmduced by TllinkPI2ce Ud for the Ministry of Social Developrnent Community Investment ! 31 March 2016 

Tipene takes advantage of the 
money he's saved through his 
employer saving scheme to 
tackle some of the maintenance 
on his !rouse. 

Tipene takes his tammilli to open 
their own bank accounts. He also 
rnakes sure they are signed up 
for KiwiSaver. 

Area of opportunity 

Tipene's mentor says he 
miqhl be eliqible for t11e 
Healthy Homes insulation 
scheme so Tipene is straight 
on the pl1one rna king 
enquiries, Parl of his financial 
p!an is also focused on 
teaching his tamariki about 
rnoney and sewings, This is 
something Tipene is very 
committed to. 
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Key exp~~rlence shifts for clients in surviving circumstances like TTpene 
j'~~;;:';·~ ";~.} 

~~~~? ~I~~~;~~;:~i~? 

:t~ 

-~~;~~ ... -

<~~~~ 
1 PROACTIVE PLANN.!~G 

AND SUPPORT ·:¥ 

• Importance of having a 
financial safety net in place 
wherever possible 

Taking advantage of saving 
and insurance schemes 
offered by employers or 
community-based 
organisations 

Being proactive about 
planning for the future 

-----··-------- ----·-···--·--

,1"-2 ~~~~~~~ONEY 
. .~,iF ~""'::,,. Building a mindset shift . 

.:i~'· J~ towards saving being a · 
.,~~~:,, .,.;.~;;~:,:·· pr~;~rJty 

'1''.ders1$nding the value 
q~tf"c;I~!Jt and being 

pfoa6!I¥lt~;bc.;~~· personal 

fi nan des !~[l;l:·.~:~;::fi~,~~~~:;:; 
Having th~· q~ility to.;j.~la.n 
or cope with-~b~g,~fi(.<il~:·•·::i~~~"'~"" 
change in circums~~,Ylbe~,.. " 

·;:,~~~;~~~:~~~~ •·,:~· 
.... ~ ....... 

L -·-------· '!!!;\ 

3 VALUEOF 
INVOLVING OTHERS 

Taking a whole 
whanau approach to 
understanding money 
and finances 

Leveraging off wider 
support networks 

Value of sharing 
knowledge and learning 
with others - becoming 
financial champions and 
giving back to the 
community 
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Donna (~:::: 
"", 

CRIS!S LEVEL 
~-------~~--(}-()---()-1 

FINANCIAL CAPABILITY 
1---e-iiD~-11!'1'-{)---()-! 

A notice from the bank 
arrives advising the 
couple they've defaulted 

on their mortgage. After 

recent events in their 
lives, including Rawiri 
being made redundant 
unexpectedly, it's ti1e 
last straw 

struggling 
~ Have _1'lhvays 

!lved!n 
Whangarn!! 

@ 
I 
• Rawlri, whose passion is 

·! doing up old cars, is in 

l denial about their financial 
! 

I 
: 

~ 
I 
i 
! 

I 
! 

situation so heads down 

to the local car auction to 

buy another car to do up­

Rawlri's rationale is he has 

time on his hands so he 

might as well be doing 
something 

Donna doesn't know what 
to do, she's stressed out 

dealing with all the financial 
Issues by herself and is 

frustrated that Rawiri is 

burying his head In the sand 

! Donna confides In a friend who 

i tells Donna about budgeting 

! services and says they might 

• be able to help her 

"fi Children have lett 
lwme and moved 

away from the area 

(9 Donna works 
parHiml'l as an 
office nu>nager 

:;(' ~i -;··0 
.~ • 1 

I 
~ 

The first budgeter Donna 

speal1s to feels they're 
not best placed to help, 

however they refer her 
to another budgeter who 

specialises in mortgage 
' issues. 

8 On the phone the 
budgeter encourages 
Donna to bring R!lwiri with 

her to their first session. 

'·~. 

·. Ra~irus spendi~cl ~iili1~ u~~ in theii' gaf.age"'· · · 
working oh hisi:iatsahddoesn'tseem to have•, 

' the ehei·gy to.~iart lpo~jng t6tancither.job, · ,; 
.. l --; ·:.:- :,. ~-.. ,·; ' ' ' r. • ~ -~·-· 

, 66nria Is yery cohber~ed about the slat~ of ; 

''· "-t:'r'}i~ .. ··.-.;·:,·.'; , ?:·····,: ... · ·~>•-.· .. ,- '~6~J~gz~h~;tt~Y~~~en~~g=~~~ ~~~~r~~e·, 
iJ~)IJ~,t receiv~~.dev,f'i~tatirig:;·,···· i:la~ rebayrnerit~,They've ai~>o had 

rro,·Rf~~~J!ci{~~:h.~~~?.:.· <: .. -. kiWjSav~,f.~(?iitrlbutiqQS.,';> . . 

Ct6t€1Htt~lil ob · R~wiri · 

~~~~~~;~t~~~:; ~""' "it :~' '1" -~d,:, 

At the first visit 
breaks down In tears as she 
talks about what's going on 
for her and Rawiri. The 
budget advisor takes the 

time to explain the process 
in detail to Donna and 
Rawiri. This session was 

pretty hard for Rawiri as 

well, especially seeing his 

wife so upset. 

; ~; -~, ~-;: : ' "- -,, ' 

(~'\ 
~1!~ 
T 
! 

A few days later Rawiri 
and Donna return to their 
budget advisor for their 

,·;:;., l next session. Their advisor 

:~;~;:., has sorted out their 
;;~::·r·~·''knmediate crisis by calling 

.~;~:::· j tp!l'7bank and the debt 
.,~:;· ! -;~illlectors on their behalf 

· ,,~:f(telt-[1 th!Jlf:lJermisslon). 
:·~~· BotltR.i;llina,,~.!l,d Rawiri 

i feeltfl~y b$}~(., '§&roe 

! ~§~~~t~~~~::· ·:·::, 

8 
' 1 

~ 

i 

Rawiri and Donna feel like 
they'vE! been given a life 

line. After a few months 
they've even been able to 

start a savings plan -_they 
feel there's light at the end 

of the tunnel 

11Wtiieriot/MviOg t11<ne peap/tl 
.'<~i sll. /. ~!ilillifrl.ltflilr sp~mJ time 

ari111i hii#ge.ting ~eMt!es illitfl 
we~!., liJIIIJomur~s." · 
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Rawiri has received notice of his 
redundancy. He is provided with 
information to help him through 
this challenging time, including 
counselling sessions and financial 
support services. He shows the 
material to Donna, but he's not in 
the right headspace to ta!'e 
advantage of what's on offer at 
the moment. 

f}ppnrtt~~-,ilJ' 

In tcuch #iih 

;::~\fni!ab1c. 

(:,";'!(( weqe;;d 
fo 

W!).ptl'\fi~~bank calls about their 
.·fiioitg~g~<'underp<lyments Donna is 
extrefl·,~)\y worr{etl:'che bank informs 

Donna/thf'!J _fr~-~J!_na~#~al support 
servici3s <i~ist iri'~~'r cbmr:r.1qnity and 

they give ll~r.the f~Jmo,~~inb~r;,,The 
bank require~•ti<e\r P"lli\l)<;lnt iri t\'~a 
weel,s, or they will,t~ke a6liqn, 
Donna doesn't knci'W:where trie 
money will come fror~":< 

Donna and Rawiri realise 
are in crisis and stand to lose 
their family home which they've both 
wori1ed so hard for. That evening 
they call the 0800 number. Donna 
answers a few questions and is told 
a financial mentor will contact tllern 
the next clay. They are asked to pull 
together some basic information 
about their financial situation. 

/\rsa 

fhH !in;::lnci;:;lllnentr.:-; nnk.·::.·:o 
cunlEid. w(th DtHlrit:! 

fh st \!"dng nnd f.-?.\(.0:3 th~_:; thnc:; 

Donna and Rawiri work through 
developing their financial plan 
with their mentor. The initial focus 
is to sort things out with the bank 
as keeping their home is the 
priority. The mentor is encouraging 
of Rawiri wl1en he says he's 
attending counselling. They also 
lalk through some immediate 
income generation options -like 
selling a couple of the cars Rilwiri 

been working on. 

of 0pporft.1nity 

leornlnw ftJr Pflv\Jil'i 
LJonr·id !·tgs !!-!(-~ di:::~cu~~sio1·1s 

t!v:~y\re hnd •,vi!:h {h-r.!lf rnr~:ntot" 
n.sods 'VOlJ.tS. \'VhHo 
up 1::>- pn~~s\cn 

con1·ns tr.' J't)E:ll.se ti1nt 

r;.ituntton, k-popinn ll:e iG 
thPV cmft nfford thH 

:noroo1 1! VVh!le 1\'~7 P<i 

!!IS up fry l)l'J 

Guided by their financial mentor, 
Donna and Rilwiri make a realistic 
financial plan based on their goals, 
strengths and their circumstances. 

While the plan includes a budget 
and a savings plan. it also includes 
their ideas on how they could 
increase their incomes. what rni§ht 
be new employment opportunities 
for Rawiri and develop new 
spending habits. 

/\n.~n Qf 

m!~lht 
Un~n~. '.iV)ll-:.lnc 

~;tr:3!1qt.hs 
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Once Donna and Rawiri's financial 
plan is in place and working, their 
financial mentor is confident in 
transitioning the couple out of the 
service. The mentor links them to a 
local service that supports small 
business owners and they start to 
plan setting up their own car 
mechanic business. They leverage 
their good relationship with their 
bank who is also supportive of their 
new venture. 
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l<ey experJ@QCe shifts for clients in struggling circun1stances like Donna & Rawiri 
___ ___,,;::.£1:"~;;;~-----------------------------

Taking the time to 
understand the person's 
story and circumstances 
builds trust 

Recognition that for many 
of us one major life change 
could see us in struggling 
circumstances ourselves 

plan 
focus being toaileviato 
the crisis situation. 

The plan reflects the 
client's situation and 
reality 

Support and assistance to 
understand and navigate 
the financial system 
themselves 

A focus on getting a 
savings plan set up for 
times of crisis 

Short term and long term 
savings goals set 

.·~lnderstanding the full 
det.;lt situation and working 

·•·•··~· oqfar'Jl?n to manage the 
···> · Hhm~~.diatt:; •. debt situation 

/::,:~;-' ·-::.-" 

!~ BUJEPR!NT fOR SER.V!C!:O II·!WJVAT!ON Produced by ThinLFIBcc1 Llcl. for the lvlinistrv ol Socia! Develop!l!enl--· ComrnunHy lnveslment ! 31 fvlerch 2016 

Focus on understanding 
clients' strengths and 
goals 

Identifying ways to reduce 
debt in the long term 

Identifying opportunities to 
increase income 
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:t:~· l---{)--j 

1-'''f:·--i~\:-- i1;· ---C>--<J--1 

Tae and Pat are 
struggling. A friend 
suggests that the 
local budgeting 
service might be 
able to help. 

They weren 'I 
aware help 
was available 

Tae and Pat have a great 
experience with their 
budget advisor. The budget 
advisor works through 
what they earn and for t11e 
first time they're clear on 
how rnuch debt they've 
accumulated. The budgeter 
also negotiates repayment 
arrangements with their 
various creditors. 

Exciting news! Tae 
and Pat find out they 
are pregnant. Tae and 
Pat start to pay off their 
debts. They also try 
to stick to their budget 
and what their budgeter 
has taught them. 

They've stopped making 
the repayments on the car 
their budgeter negotiated 
and It's been repossessed. 
They're now reliant on 
public transport to get to 
work, medical appointments 
etc. Tae and Pat have also 
gone baci< to using loan 
top··Ups from a third tier 
lender to mal<e things a 
bit easer. 

A I Tae and Pat have 
tried to stick to their 
budget but things 
have been tight and 
they have slipped 
back into debt. 

Adding to the tension is 
Tae & Pat l1ave been 
asked to help out their aiga 
with some money. They 
lmow this is going to really 
impact on t11elr financial 
situation however there is a 
lot of expectation to help 

out, as from the 'outside' 
Tae & Pat seem to be 
pretty well off. This results 
in another loan top up ... 
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("\ \..J 
~ 
! 
! 
j 

t 
j 

~ 

Pat arrives in New Zealand 

from the Islands to join up 

with his partner Tae. 

A few weeks later Pat is 
successful in getting a job. 

He's rapt that he will be 
earning some money. 

AraB of orpo~hmity 

On srrt·Ang ln Ne.,v ZBaland 

PBl r~c~h.'es a v~·ek:.0\118 

from 1 rnmknRticn 
Hnant:.l:::J! 

lnfc-cnn~U<tr1. The 

(~·--·--- ---···- ····-····-·-··-· ········-

1-'nla of opfHJrh.mil:y 

V\>'he-n Pr:)b:;torh• h~s P$1\;V 

,iOb, !11$ Bmp.!oyer Sf\f;nrj;.; 

>'>mn8 ti111n li~ll<hlff ~oPal 

about Kl1Ni~J:.;:lve! and also 
Pet ~7~on1e ba-::;ic 

Hterncy ir tfnrrn:.tt~nn 

CO'~'GI"S 

suGh as tips for rn8nB9ino 

your rrwn8y, pltfaH3 to 

out for, h 1 part\cufar high 
intarsst loans. and t11e 
irnrort:l!ICB of ~aving. 

Bt\01 tt ]·i(l\\1 P<'!t r:~ln !Je>80mf:~ 
nermanent r~.::.nakl::mL 

Tae and Pat find it useful 

talking to other people in !heir 

group about the challenges of 

finding money to support their 

alga. They will always find a 

to help however they 

ght the only option was to 
an as they had no 

hadn't heard of 

t=~n 

8C"G:'ll.tni '::10 tht:':!}" an}: hD\!V 

to gv about dc-1ng 1-his 
One (\f the gro1 1p offer~ to 
help tl1srn BEtt one up. 

® 
Tae and Pat need to 
buy a car and they talk 
through their options 
at their group. They 
decide to purchase an 
affordable car, rather 
than take out a big loan 

for the flash car they 

really want. 

~~r-T_a_e_a_n_d_P_a_t-fi-nd __ o_u_t---,1 

they're pregnant. While 

this wasn't planned they 

are both very excited 

about starting a family. 
; 

;.,"""" 
(,J_,... 

,t~,ma of opportunity 

After the news hr1s St(nk. ln. 

THe ~1nd FJ~t t~;.!K. tl!n)l.!Uh 

ft:is a.t onH oJ their ~aoup 

~e~skms as thev Y.nov1' thA\i 

need to stnrtlhifll~inq ~:Jbou.t 
a financi81 ptan for 

baby arrives <llld tMy're 

down lQ one iflC(lfne. Thev 
love t!le way the grot'f) • 
V""ori-;z 

ideas 

f!:~: 
.iVVI~h the s~ . 
_ Pal ar~.Fi1a 
', a. teiidtfer; co 

Not long after this Tae is laid off 

frorn her work. This was totally 

unexpected and both Tae and 

Pat are shocked. It's eight months 

until baby arrives and they're 

already down to one income. 

Are<~ of opporhmHy 

f88 :~nd Pnt (k.t 

is tal!( abouf !h?s at theh" ne~J 

f!I"Ot!p se~.'i2ilon. Th~ ~1roup taU( 
ahrtlJl theit fl\"Jn ~!.ll.n+~d~i~nce£~ 

e',nd get Tas t·md Pat thin!dn~:l 

FJbout 1hf.!ir ~tre·nqtl"1s and how 

I bey rniuht In~) -r:th!t~ to w~nsrah~ 

othr:ir lnGorne and re.sourcr.:;s:, 

:A 
:iri their group Ta~ &·:\': _ j 

tkirlg toWards b~itig .-.. · . .'1 

While b6 6britiriuest' 
' ~xtrarnurally _'i''. j 

.>>" ": .~."~~·1 
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Key exp~fience shifts for clients in at risk circumstances like Tae and Pat 
------,;;,;l~: .. ,.. ·:~~ 

';;$' 

1 AWARENESS AND 
MESSAGING 

• At a very early stage 
clients receive consistent 
messages about the 
importance of building 
good money habits 

There is widespread 
community awareness 
about the need to build 
financial capability and 
there are supporting tools 
that are easy to use 

··~~t[. ~"~r~~~~."~~ 
Worki"il~¥vitQ:~:peop~~ in 
a similar'·sit:tiation_;~:uilds 
strong netw8i'k~:"ii!hd 
support 

Build understanding 
wants versus needs, 
learning tools and tips 
from their peers 

Whole whanau/aiga 
approach to savings, 
cultural and church 
obligations 

FINANCIAL 
EDUCATION 

• Build understanding of 
debt traps and how to 
look for other lower cost 
financial options 

Reframing debt as 
... unacceptable and 

.;.::~'~:;'''tl~gesirable 
c{f FQ~u~;:~>.D the importance 

·-:,;,:,;,;;•ar·s~~!n~'':::::, 
~ .. ~~~~~~·· 

PEOP'l£ 
UP FOR GFWWTH 

Identify strengths and 
opportunities 

• Being supported by others 
to look for new income 
and resource generation 
opportunities 

Looking to the future and 
setting goals 
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CRISIS LEVEL 
!---+-...........-c:>---<)---<.)--j 

FINANCIAL CAPABILITY 
1--•--()---(_)-{)-0-1 

@ 
• Tina has spent her 
1 last few dollars on 
j some medicine which 
i she needed urgently. 

I 
A I She has no 1 

money left in her 
account and it's 
still three days 
until har benefit 
comes through 

-~j~~ 
Ji:~;:;;~--.:i~~~;:~:;~t~~~;~ ------------·:-·-····---··-··-----.... -----.. --
Tt+~C;~;;~!~~;~~~G 4 I ~~~a~~1:!6d~:!':n7;s 

~Lives In 
Auckland t Solo parent 

(husband In prison) 

{~} 
Tina rushes down to her 
local Work and Income 
office late in the day. 
Her case manager agrees 
to an urgent hardship 
payment however this can't 
be paid Into Tina's account 
until the next morning. 

Her case manager says as 
she has had several hardship 
grants she needs to go to 
budgeting services and get a 
documented budget The 
case manager is aware that 

Tina has no money left to 
buy food so suggests Tina 
goes to the local Salvation 
Army food bank to tide her 
family over. 

• Her family is in urgent 
need for food so sha 
walks to the food bank. 
At the food bank they make 
Tina an appointment to see 
a budget advisor first thing 
the next morning. 

.;:'l:O:;:;::,. 
In the mCifr\lng s!t¥iapes tif'her 

budgeting ap~intme~ .. She 11M-. 
the budgeter iN~ throllgh.§{filair::~,, 
Tina takes the butli;i<'.lt aw~~ta ·~~. 
show her case man~g~:>· ··:\*~;:;§i~'-

She is frustrated when she ge~ 
there as her case manager bi!lely 

looks at the budget sheet. She is 

relieved though to know her 
payment has gone Into her account. 

' ,fnl§incl~des oWing-~15,000 lo w6,-k~nd. 
.-· :.·'!nbqrhedue tob~liefit qvetpaytnents ahd she · ... :· :' 

· tias a debi with :her (3p, Anxiety abouUhis · .. : .... ; : , .. 

iiccur:n uia-llf!Q debt. puts Tlha off seeing' her <3.F> · · : ·· 
... as fegiJiady as .she sho~ii:J,·HoWever, slie • .. ; ~­

_knows, she n_eE;tds to gt;i to ~eep .. up v1ith her ':·••: -: :•. '" 

'mooication<.-· ' <( ·, ' .. ·: ' < " ' ' ,: i ;.); 

l:in~ can't. afford~ car so.she ahd the klds\Atalk ·'' ··• 

· ···~·· ;~~:tij~;~~~~~fu~r~:f!t~:~nS: :~:~~:~afi \~I: 
; •• ·a bfislc cell. phone Wliich she ortly uses for": ' ···, • ; 

... - emergehci~s,<'tir\a .is feeling pretty stressed as ; ':i' 
. i\ :' ~'stie liasrUri oul of food ner.forchildren ahd,lt's; ,:·: ;: 

';i;!.; :; :·i ;'· .. /·~:; \j) ~-~Uitht;ee:.ct~ys_~n}llhe(n_e~t~,e~£3fltpay;n!3rt-.•:,/:;":· 

@ 
• I 
i 

l 
j 
i 
' 

~ 

It's Tina's son's birthday on 
the weekend. While things 
are very tough financially 
Tina doesn't want her 
children missing out. She 
makes a call to the 
shopping truck that's often 
in her neighbourhood to 
buy her son a few gifts. 

With everything going 
on Tina Is feeling 
stressed out. fed up and 
her health starts to 
suffer again .... 
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Tina in 

® • j 

~ 

I 

~ 

Tina goes into W&l for a hardship 

grant. She meets a Case Manager 

who looks at her file. Seeing that this 

is Tina's second hardship request the 

Case Manager takes the opportunity 

to talk to Tina about l1ow working with 

a financial capability provider may 
benefit her. She lets Tina know what 

providers are available, and talks 
through what might be a good fit for 
Tina. Tina feels working one-on-one 

with someone may help, so the case 

manager arranges for a financial 

mentor (FM) to call Tina. 

Area of opportunity 

The Case Manager can see 

Tina's history in MyMSD. Sll8 

orqanises a hardship gr<mt and 
says: 

"You cou!cl really benefit from 
!Ja;•ing w1 expert wo11f with you 
to understand your money 
situation. Here are ille options 
Availahltt in our Gommunity ·· · 
what one do you tflin!i would 
best work for you .. 

Area of opportunit}' 

A local FM contacts Tina and 
arranges lo meet up. Using tile 

'where I'm at' section of their 

financial plan the Ff,J quickly 

builds a oicture of Tina's 
situation. They recognise that 
tiJings are tough with Tina's 
housinq situation, her s .. year .. 

old's health and a pregnant 
daughter. Being a single mum 

she is jugqling this all herself. 

fl 

Area of opportunity 

The FM establishes trust with 
Tina and uses their agency 
connections to issue an urgent 

recommendation to get Tina 
further support. A. Whanau Ora 

navigator makes contact and 

they discuss options. 

The FM works .with W &I to 
ensure that Tina is getting all 

her correct entitlements and 

recommends a debt alleviation 

period for a s11ort time. 

® 
~ 

.,-">-i--i·,>: 
l 
: 

~ 
I 

c\ 

Tina gets a phone ca!l frorn her 

Whanau Ora J<aimahi touching 

base. She lets Tina know t11at 

she's been liaising with her FM 
about Tina's situation. Through 
conversations they establish Tina 

has a debt with her GP and she 

hasn't been taking her medication .. 

Thf'Y explain that they would like to 

viNk vvith her to make a plan to 
· her. which first means 

ng her health. 

for) Tina. 
priorities for Tina 
whanau around he,.,,~~:-;<:;., .... .-~ 

housing. Financial 
passed on to Tina through the 
trusted Kaimahi. 

Area of opportunity 

The FM strengths-based 
financial plan builds a 
integrated pidure of a person's 
financial well-being. For Tina, 

tills rneans taking positive 
steps to get on top of her 
health and to seel; help lhrouqil 

tl1e school for her s .. year old. 

The Kairnahi works closely with 

Tina's FM to support Tina's 
financial options. Tina chooses 

to sign up for Ethical Money 
Management (EMM) and the 
FN requests a hold on debt 

interest to stop her money crisis 

worsening. The FM supports 

the Kaimahi as she helps Tina 

make a case to Housing NZ for 
a house for Tina. This is all part 
of her financial plan. 

Area of opportunity 

A EMivl programme that 
includes a no-interest hold on 

her debt lrelps Tina to stop 
worrying about money and 
gives her some space to think 

about ot11er priorities. As part 
EMM programme she 

a fortniqhtly financial 
where she 
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® • I 
Once Tina's health 9e\s back on 

track she feels empowered to 

tackle some other issues. The 

K<1in1ahi has helped her get a 
house: she meets with tlw 
school about a teacher aide for 

her 8-year-old; and begins to 

make plans for her child's 
birthday. She remembers that 

her FM said that a picnic at the 
local park can make a child feel 
special on their birthday without 

costing a lot. 

c~ Area of opportunity 
Achieving non-financial 
goals is recognised by W&l 

as progress (e.g. gelling 
back on medication, a debt 
repayment plan, stoppinq 
smoking. kids going to 
school with lunches). Her 

FM organises a morning tea 
for Tina and her whanau to 
celebrate her prowess. 
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Key expfi~Fifince shifts for clients in desperate circumstances like Tina 

't; 

1 CRISIS 
ALLEVIATION 

• Accessing ethical money 
management relieves the 
immediate worry of day-to­
day finances 

• Has a trusted person/group 
and peer-led support that 
provides support and 
guidance through this 
challenging time 

Financial mentor works 
with W&l to ensure all 
possible entitlements are 
being accessed 

.·;~~~·~::'~''t~AROUN D 

r'bllt':'"-

~;:~~~~~rt from 
other agentfes to .. ~tJdress 
immediate n~aKJef"of the.~~;;:­
client and longer terllJiif 
needs of the family (~,_g. ~;, 
teenage daughter gets~·;;.~;~;:~ 

pregnancy support) 

Financial capability 
options are available to 
children and whanau 

... ------·-------·-·---·· 

3 IMPROVED SERVICE 
APPROACH & EXPERIENCE 

Supported offered is 
whanau-oriented 

Experiences less 
compliance activity across 
and between agencies 

.. :::t$. at the centre of all 
,,~:;;:::· c8~wersations and is 

"""'~. ~;~ 

·::K:: er.:(;;'pq~e_red to make 
"':;~'::;::;;~tf~g~{o~~::~nd take action 

oi{[,_~in,e ~:i~~~";;,~'"' 
Exp~·i;i~gl~~~;::~.,@bsitive 
partnership ~etween 
financial m~~tor and 

4 FOCUS ON LONGER 
TERM CAPABILITY 

Increased coping skills 

Set goals and develops a 
longer-term financial plan 
with financial mentor 

Discusses broader 
resource generation 

options with financial 
mentor 

Gets support and advice 
from others involved in 
financial capability group 
and peer-led support 

Has housing security 
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