12 0CT 2016

Dear[ |

On 17 August 2016, you emailed the Ministry requesting, under the Official
Information Act 1982, the following information:

Any reports, briefings, aide memoirs, research, and advice given to the
minister that are about, or include mention of, Childcare Coordinators and/ or
Studylink Outreach from 15 January 2016 to 17 August 2016; and

Any reports, briefings, aide memoirs, research, and advice given to the
deputy chief executives that are about, or include mention of, Childcare
Coordinators and/ or Studylink Outreach from 1% January 2016 to 17 August
2016; and

Any correspondence (including emails} to and from the deputy chief
executives that are about, or include mention of, Childcare Coordinators and/
or Studylink Qutreach from 1% January 2016 to 17" August 2016; and

A copy of the document titled "Our Changing Needs”, and related change
proposal documents.,

On 23 August 2016, you emailed the Ministry requesting, under the Official
Information Act 1982, the following additional information:

&

@

Any reports, briefings, aide memoirs, research, and advice given to the
minister that are about, or include mention of, Work Track Facilitators from
the 1% January 2016 to 17 August 2016; and

Any reports, briefings, aide memoirs, research, and advice given fto the
deputy chief executives that are about, or include mention of, Work Track
Facilitators, from 15% January 2016 to 17% August 2016; and

Any correspondence (including emails) to and from the deputy chief
executives that are about, or include mention of, Work Track Facilitators from
1% January 2016 to 17" August 2016.

The Ministry is focused on the needs of its clients and providing more convenient
ways far them to access services. The Ministry is changing three roles where there
are now online and contact centre services that mean people dont need face-to-face
meetings to get assistance. These workforce changes are necessary because the
Ministry has simplified and automated a lot of its processes and students and clients
increasingly prefer to engage with the Ministry online.

The three roles reviewed were Childcare Coordinator, Studylink Qutreach Officer and
an old specialist programme, Work Track facilitator.

The Ministry has arranged skills workshops for those affected by the changes. The
workshops run for approximately three hours and cover how to respond to the
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Expression of Interest (EQI) process, including filling out the EOQI form, as well as
interview skills and techniques.

Childcare Coordinators

The Childcare Coordinator role has changed significantly since it was first established
in 2004,

Originally, Childcare Coordinators had a promotional role to help increase uptake of
Childcare Assistance and helped clients and providers navigate through initially very
manual and complex processes.

Since 2004, clients and providers have become more familiar with Ministry processes
and these processes have been simplified. A large portion of transactional work has
already been successfully centralised.

The functions of the Childcare Coordinator role have shifted more to phone and email
customer service for childcare providers, primarily dealing with queries about
processes or payments.

Ministry case managers work with vulnerable families every day to ensure they get
the support they need, including childcare. Nothing in the proposed changes would
undermine those services.

Studylink Outreach Officers

Studylink Outreach Officers provide a face-to-face service for students in selected
sites.

Student foot traffic has steadily decreased since these roles were introduced in the
early 2000’s, with substantial uptake of online services.

Around ninety-nine percent of Student Allowance, Student Loan and Course related
Costs applications and over 90 percent of Jobseeker Support Student hardship
applications are now received online.

As a result there is no longer a demand for the same level of student-focused
services around the country.

Work Track Facilitator
This role was set up to lead a specialist job search programme, Work Track, designed
for job seekers. The role involved planning, managing, recruiting and leading the

Work Track programme activities. The Work Track programme is no longer
operational.
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Enclosed are the documents that are in scope of your request:

e Report, 'Simplification: Realising benefits through targeted organisation
change’, dated 15 June 2016.

¢ Communications Plan, Service Delivery- Qur Changing Needs, dated 2 August
2016

« Powerpoint Presentation to the Strategy Committee, ‘Simplification Business
Change’, dated 1 June 2016,

e Memo, ‘Realising Simplification benefits through targeted organisational
change’, dated 14 June 2016,

e 'Final Stakeholder Engagement Plan’, dated 2 August 2016,
e Position Description, 'Proposed position description’, dated July 2016,

¢ Change Proposal, ‘Our Changing Needs - Proposal for Consultation’, dated 3
August 2016.

e Change Management Protocol, ‘Our Changing Needs’, dated 20 September
2016.

s« ‘Our Changing Needs, Confirmation of Final Structure’, Undated.

You will note some information is withheld under section 9(2)(f)(iv) of the Official
Information Act as it is under active consideration. The release of this information is
likely to prejudice the quality of information received and the wider public interest of
effective government would not be served.

The names of some individuals are withheld under section 9(2){a) of the Act in order
to protect the privacy of natural persons. The need to protect the privacy of these
individuals outweighs any public interest in this information.

Some information is also withheld under section 9(2){(g)(i) of the Act to protect the
effective conduct of public affairs through the free and frank expression of opinions. I
believe the greater public interest is in the ability of individuals to express opinions in
the course of their duty.

The principles and purposes of the Official Information Act 1982 under which you
made your request regarding the landlord Ms Iskandar are:

e to create greater openness and transparency about the plans, work and
activities of the Government,

e to increase the ability of the public to participate in the making and
administration of our laws and policies and

e to lead to greater accountability in the conduct of public affairs.

This Ministry fully supports those principles and purposes. The Ministry therefore
intends to make the information contained in this letter and attached documents
available to the wider public after ten working days. The Ministry will do this by
publishing this tetter on the Ministry of Social Development’s website. Your personal
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details will be deleted and the Ministry will not publish any information that would
identify you as the person who requested the information.

If you wish to discuss this response or decision with us, please feel free to contact
OIA Requests@msd.govt.nz.

You have the right to seek an investigation and review by the Ombudsman of this
response and decision. Information about how to make a complaint is available at
www.ombudsman.parliament.nz or 0800 802 602.

Yours sincerely

Ruth Bound
Deputy Chief Executive, Service Delivery
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M@0 % MINISTRY OF SOCIAL
DEVELOPMENT

\‘3&‘4 ,.\dﬁ TE MANATU WHAKAHIATC QR A,

Report

Date: 15 June 2016 Security Level: IN CONFIDEN

To: Hon Anne Tolley, Minister for Social Development

Simplification: Realising benefits thrcﬁ)gh (,;ar‘gfeted”

organisation change

Purpose of the report

1 This report outlines areas for targeted organisatio al fchange preposafs, as part of
realising benefits from the Simplification p gramme .

Recommended actions

It is recommended that you:

1 note that to realise benefits from Simplxﬂca ior
plan, that involves:

1.1 a gradual reductlo
expected red uct1on :

qn genaral case-management FTE levels, in line with the
‘xW@'r,k effort - “Sectlon 9(2)(f{iv) Active ¢on51deratlon|

Noted

Noted

Noted

Noted

. hpte that we have arranged to meet with you briefly on 16 June to briefly discuss
. /the content of this report, and give you an opportunity to ask any questions about
- the planned process

Noted

6 note that we intend to develop a communications plan for the announcement of the
proposed changes and consultation process, and will share this with your office for
feedback by the end of June

Noted

Bowen State Building, Bowen Strest, PO Box 1556, Wellingtan - Telephone 04-916 3300 ~ Facsimile 04-918 0099



7 agree to provide copies of this report to the Associate Minister for Sacial
Development and the Minister for Tertiary Education, Skills and Employment, for
their information.

Yes / No

Ruth Bound
Deputy Chief Executive
Service Delivery

Hon Anne Tolley
Minister for Social Development
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Background

2 In April we provided you with a report noting that while the Simplification programme
had made measurable progress, it was not expected to meet capacity gains in the
ambitious timeframe envisaged in the original business case. We therefore adopted
an alternative approach to realise benefits, that relies on attrition and some targeted
organisational changes to realise financial benefits (through reductions in FTEs), over
a longer timeframe [REP 16/4/421 refers].

3 In order to realise expected savings, we have developed an FTE reductlon plan, that
invalves:

e a gradual reductlon m general case management FTE Ievels m né Wlth the

e a series of smaller targeted organlsat;onal changes, resu‘]‘
Section 9(2)(f{iv) Active Cansideration| < )

nd-we, need to make sure
] \dlents ‘today

9
we have the right roles to su pport{ the‘\needs of o

e clients have access to and are lncreas}ngly,us g, nev
communicate and transact thh us > we a e
communicate with cllents -and promders

\ digital channels to
eaciy using these channels to

e

e we are centrallsmg {\ransactlonal Wgrk and focusing face-to-face services on
helping clients tQ’ ”hteve@ésutwé /outcc}mes

e we are using-
at the front and

usmess proc s reengmeenng to make our processes simpler
fa_rter at the’ back

e mprowh@the fex1b|[fty of <) ‘Workforce will allow us to respond more quickly
and effectwely to clfent-» needs.

gen identified for potential change, where we believe a
service® is JJOnger required, where the same level of service is no longer needed, or
W‘here a servme Qouiq be/dellvered in a more efficient way.

i "from Simplification, proposed changes are phased over three
p‘e st - November 2015 Section 8(2)(f)(iv} Active Consideration]| ‘

Specific rationale

TChildcare The childcare coeordinator role has changed significantly since it
coordinatars was established in 2004. Originally childcare coordinators
promoted Childcare Assistance to increase uptake and helped
clients and providers navigate through what were initially very
manual and complex processes. Since 2004, clients and providers
have become more familiar with our processes, these processes
have been simplified and a large portion of transactional work has
been centralised. The original functions of the role are no longer
required and the role has shifted to primarily dealing with queries
about processes or payments.

It is proposed that the childcare coordinator role be disestablished
and all activity relating to Childcare Assistance be managed by
Centralised Services. This reflects the changing needs of our clients
and providers, and is in line with the on-going centralisation of
transactional work across Service Delivery.
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Tertiary StudyLink SLOs provide a face-to-face service for students in selected sites,
sector liaison | Outreach including processing applications, providing online assistance and
officers liaising with education providers. The role varies across regions
and is very seasonal, with peak times between semesters. During
the five months of peak time, SLOs are dedicated to providing a
phone service and processing.

Students have now almost completely shifted to digital channels,
with 99% of transactions completed online. Processing is managed
by Centralised Services, and this work will now be moved out of
Regional Services, As this limits the need for a face-to-face
presence for students in our sites, it is proposed thét the number -
of SLCs be reduced and the position be focused ¢ Mﬂlllng the
relaticnship management function of the role..” )

Wark Track Work Track The Work Track facilitator role was estabhsheg;o Iead a specnal st
facilitation facilitators job search programme {(Work Track) wheﬂ Emsloyment Services
joined Wark and Income in 1998. The prdgramitie ceased: niQQg
and most facilitators accepted reassi gnment to a case manager
role, though some did not, and ﬁontznued inthe rol

As Work Track is no-fonger Oﬁe@ttﬁna\f itis pro sed th

be disestablished. This will hEIp to make sure dukr peeple are in
roles that are meeting our{ir

Further proposed changes

Section 9(2)(f)(iv) Active Consideration|

8

g [Section 8(2)(f)(iv} Active Consideration|

.

Proposed area. Potentlal no. of Potential Potential net
for change roles disestablished | established new reduction in staff
roles numbers (FTEs)
Childcare-, 46.7 26 20.7
coordlnat’on‘ ¥
Tertiaty sectar StudyLmk 46.2 20 26.2
ILa\son . . Outreach %
N o‘ﬂce;rs
Work Track JWork Track 4.6 0 4.6
facilitation _fadilitators
ovember 2016 total 97.5 46 51.5

I ordér to implement these changes by 30 November 2016, the staff consultation

5,

: -process will need to commence on 20 July, with the new structure effective from 1
.ecember 2016.

" The table below sets out our planned high-level timeline for consultation, so that
changes can be implemented by 30 November 2016.

14/07 Consuitation document and communications plan approved

13/07-20/07 | Engagement with PSA, managers and proposed affected staff

20/07 Public release of cansultation doecument

20/07-02/08 | Consultation pericd
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05/08-08/08 | Submissions considered

17/08 Strategy Committee to aoprove final decision

24/08-30/08 | Engagement with managers, affected staff and reconfirmed staff

31/08 Release final decision document

01/09-23/09 | Expressions of interest and interview process for affected staff

30/09 Approval of reassignments

13/10-14/10 | Approval of redundancies

25/10-26/10 | Advise PSA of outcomes, engagement with reassigned and nonreass gned scaff“

31/10 Offers of reassignment due back

01/11 Confirmation and formal notice of redundancy for non—"reaé}'si‘:gr},ed/staffn

01/11-30/11 | Notice period for non-reassigned staff

1/12 ' New structure takes effect

13 The announcement of this consultation is likéhy- attract some pubHc attentlon
including questions about MSD’s wider pla‘n for changes'te the brganisation.

14  We will address this by including wider messages in our;-commumcatrons plan for the
consultation, that address the changes hat-M3D is kmakm/g ‘thiough the Simplification
programme, and how we expect/that thlS\WIII impact.on'the future size and shape of
the organisation. )

15 We will share a draft of this’ plan Wlth your off‘ e

feedback by the end of June.

Next steps

16 As you will be overseas'for mugh Sfthe trme leading up to the consultation, we have
arranged to meefwrﬁhnyou on 16 june\ to brreﬂy discuss the content of this report
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This paper provides the communications for the roll ocut for the consulted and

attrition-ba

sed changes for 2016-17.

The following signatures indicate approval and acceptance of the above document,
subject to any caveats below:

Rounthwaite -

S9 A
5921 Communications
! Manager
= |
Caveats:
Penny \ National Commissioner

Caveats:
Ruth Bound Deputy Chief Executive
Service Delivery -
| Caveats:

Contribution List

Version

Date

Version 1

Comments/Feedbadk

08/07/16

‘ :\[_é’r"si\dn 1

T o8/07)1e

“\Version 2

11/07/16

Made some minar
changes to the
StudyLink key
messages in regards
to the 90 per cent
statistics used. We
have expanded the
messages to include a
wider explanation of
statistics.

Asked that 90 per
cent statistic used
were looked at. We
have expanded the
messages to include a
wider explanation of
statistics.

Changed ‘affected’
employees to
‘impacted’, and add a
clarification of
wording when writing
about the proposed
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Author Distributed to

Section 9(2)(a) Privacy of natural persons|

Version Date

Version 3 15/07/16
Version 3 18/0716
Version 4 19/07.16

Comments/Feedbadk

areas of change.

Addition of Service
Delivery frontiine
numbers in the
holding statement
and reference to new
housing. rofesy

hoidlng Statement

Charnge to. the- tertlary
sectar prov\ders !etter
and tbe ‘media

[addition of Appendlx)
6 and addition of '
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Purpose

This paper provides the communications for the roll out for the consulted and
attrition-based changes for 2016-17.

The messages and approach will be amended as required if this premise
changes. .

Background

Over the coming two years, client uptake of more convenient dlglt sewrces,
increased automation and improved processes mean we will.need fewer peopl‘
to provide income support services. Most of this reduct|on wm be achreved E
through natural attrition. at .

Additionally, Service Delivery’s resourcing. requrrements,. 1Crease and decrease in
response to economic, policy and service ‘dem: deS Asan, ex'ample 50 housing
roles are currently being recruited to. ‘,ere more Serwces 1o clients needing
emergency and social housing.

In August 2016, Service Delivery W|H;.;consult on proposed changes for three role
types. The proposed role chapges are as &’ résuft of-new ways providers and
clients interact with us and ,\one‘mstance\, ddress an historical issue.

These changes are to tha areas of,_x:hﬂdogre;_rzoordination, tertiary student

support, and Work ?Iffa k. fax:%'ﬁtatfo -

In 2017 therg couId potentlany t:re hanges for National Office as part of the
future Social. ngelopment orgamsatzonal design, however, it is too eatly to
confirm thi ’There is no other p[anned structural change for Service Delivery in

rumours about big restructures and redundancnes.

The proposed high level timeline and activity is to start the consultation process
with potentially impacted employees on 3 August. Employees in roles in scope
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of the review will be briefed in a one-on-one meeting with their Regional
Commissioner or Regional Director the day before.

External communications approach
Key external stakehoiders will be briefed.

There will be no proactive media. A reactive holding statement has been
developed and detailed Q and As have been prepared. g

Communications objectives

Clients and stakeholders understand theﬁ ‘ ; as required based on how

it will affect them.

¢ Qur commumcatlons are ,een as bei k_g transpa rent throughout the change
process.

Key messages

Below are ouf,

ter;nalﬁ key n%es_sag’es regarding the broader change.

Odr work is {mportant We help some of the most vulnerable people in
New Zea land. and we want to ensure we provide the right, client-centric
~servlcesn?@r ach situation.

Increasmgi\/ more clients are doing things online for themselves.

“We've centralised work where it makes sense and there’s less
“trapsactional work needing to be done in service centres.

- “These changes are happening gradually so the impacts may not always be
../ evident in our day-to-day work. Some of our internal processes are still
clunky but work to automate these more is continuing at pace.
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« We've identified areas where we can improve our current services to
clients so we’ll continue to trial new ways of doing things to test our
thinking.

= Client uptake of digital services, increased automation and improved
processes mean we will need, over time, fewer people to provide income
support services.

e Most of this reduction will be achieved through natural attrition; supported
by fixed term hiring.

the futUre Sooa] DeveI-O'Dnﬁent organisational design, however, it is too
ear[y:t /COnﬁrm this.

hese proposed ch*anges are to the areas of childcare coordination,
ert‘lary Student §upport and work track facilitation.

- We aré a dseht' focused organisation. Qur clients will continue to need
g:armg peop1e to help them make a difference in their lives and the lives of
’ heir famlhes

VC'onsu tation Document messages — for employees in roles in scope of
,,»j;l-the ewew

“‘Qfgiélrow are our high-level messages for impacted employees.

« We're consulting on some proposed changes this year in the areas of
childcare coordination, tertiary student support, and work track
facilitation.
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¢ The consultation process will run for 10 days from 3 August - 12 August.

« We want to give people in roles who may be impacted time to consider
the proposal and provide feedback.

« This is only a proposal at this stage and is subject to a full consultation
process.

« Feedback from impacted people is really important to us. e
hear your views so we can get this right.

e« (Once the consultation process has been completedf_a \feedback wsII be
considered carefully before making any final recommendahons to the
Service Delivery Leadership Team for a final dec+5|on

¢« Change can be unsettling and this perlod of uncert;alnty may be\dlfﬁcult
We have a free counselling service through AP_whlch you c;m access to
talk to someone about this change or any o er ccmcems‘

e EAP is available 24 hours a dax sey
«  We will give you certainty a’s-soo
e If you have any questLOns abouf the propqsal, Qou can talk to your

manager or email ourchangmgneeeLs@msd Agovt.nz. If you are a union
member you can & 'jfto your umon “delegate.

Weé. have dlSCUSSGd the draft Change Management Protocols, which outline
r{ﬂples for managing change and the process for appointed affected
mployees into roles, with the unions.

_The draft Change Management protocols reflect the following principles:

« Employment security is maximise through reconfirmation and
reassignment,

« Employees are given certainty about their situation as soon as
possible.

s Employees are given opportunities to participate in the process

e Employees’ preferences are considered throughout the process.
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¢« The process is flexible, timely, open and transparent.

« If employees are affected we will follow a reconfirmation, followed by a
reassignment process to appoint employers ta positions in the
structure.

« Reconfirmation appoints employees to positions where the position
description is the same or substantially similar to the existing position,
the remuneration is the same, is in the same location or wcmlty and
the terms and conditions are no less favourable.

e Reassignment appoints an employee to a position by lier tt:\
employee’s skills to a position that requires s;mlla‘” skll

RN

there are more employees in that named poéutlon{s) ‘ghan is avallable
for reassignment. The named p S[t;on WJ” ’be nng fenced to the
h

Role specific messages:
Childcare coordination

customer service, primarily dealing with queries about processes or
payments, via phone, email and text.

Proposed changes to the role:
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¢ We're proposing that most transactional activity relating to Childcare
Assistance applications is placed into Centralised Services in line with the
on-going centralisation of other transactional work. This move would be
completed alongside business process reengineering to make sure the
process we centralise is simple and smart for clients, providers and
employees.

« We propose centralising the customer service activity related to childcare
assistance as most queries are now transactional and can be managed by
a processing role. .

e« Although some childcare coordinators still provide a face to-face serwce
this level of service has reduced and we propose it is’ no !@nger requlred N
Clients and providers can receive a well- managed reSpOnswe and mor‘
convenient service by phone and email. :

We are proposing to disestahlish the childda"re th‘)’:)rdinata“r” rol

s The StudyLink Officer Outreach\rolje (SLO) prQ {des a face-to-face service
for current and prospectwe tertla)'y students‘ jséfected sites.

N ThlS service mchdea 510 \ndmg adv e_, jr?'the forms of financial support

\;apply, liaison with education

’ Studént foot trafftc at SlteS has steadily decreased since 2006 with the

,.uptake/off nllne s&rvices. Ninety-nine per cent of Student Allowance,
o} ‘»and Course Related Costs applications are now received

[ Jover 90 per cent of Jobseeker Support Student Hardship

a "’p xtatJons are received online.

n_2\014 the “Sussed’ school visits programme stopped which was a key

chi}ity for some Quireach employees outside the peak period and

~Centralised Services now has the capacity to manage the processing
activity currently handled by the SLOs.

e« While there is still a need for a student focussed service presence in
Regional Services, there is no longer the demand for the same resource
level reguired in the past and we propose that role numbers are reduced.
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« The SLO job description for remaining positions is proposed to be revised
to provide greater flexibility in this role, enabling employees to also work
with other client groups from time to time to meet business needs.

Work Track Facilitation

e The Work Track facilitator role was established to lead a specialist job
search programme (Work Track) when the New Zealand Employment &
Service and Work and Income joined in 1998 and is no Ionger;o’peratlona’r."“"

e The role ceased in 1999 and most facilitators accepted rea551gn>men,t »Q
case manager role; however, some continued in the ro\j;\\z ’

seconded to other roles.

Proposed change to the role:

@
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Key stakehofiﬁ\d‘ers \

Qur commitment:
We will meet your
information needs
and
engage/consult on
areas of interest

Stakeholders in this
quadrant may not
actively seek
information, but we
will want them to
have it.

Our commitment:
We will ensure
access to
information

INFLUENCE

Stakeholders in this
gquadrant will not
actively seek
information. There is
no direct impact on
them, for example.

August 2016 - Service Delivery — Our Changing Needs Communications Plan

Key players

We will actively engage, involve
and colfaborate with you.
Impacted staff, PSA, WINS

Inform and menitor | |

We will ensure access to
information

Wider MSD staff, Media, clients,
general public, regional
stakeholders, e.g. mayors, cross-
government groups, MPs’ offices,
DHBs, Citizens’ Advice Bureau,
Community Law Centres

Our commitment: We
will actively engage,
involve and coflaborate
with you.

Decision makers and
implementers wha can
affect outcomes of our
waork. We will focus effort on
this group to build good
warking relationships, build
consensus and support.

Our commitment: We
wifl keep you informed
and fisten to ensure no
major issues are arising.
We will engage and
consulft on areas of
interest.

Stakeholders in this
gquadrant will actively seek
out informatian. Different
approaches will be
considered for different
groups, as applicable.
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Communications risks and mitigations

Below are the communications risks and mitigations for the plan.

Risks

Mitigations

Messages contradict those already
given to employees from different MSD
leaders.

Clear messages and th
given.

Reinforce that. there is’only” ohe change
happenmgfo\ﬁemce Dehve; in 2016.

change‘ f’or‘Natlonai Offlce as part of
the futuré SOCla] development
/cxrgamsatzonalde&gn -

.,,Remforce the change messages.
& Provide the full story, including wider

MSD changes.

The or|g|nal Busmess case ﬂgures are
released -

Reinforce key messages regarding the
changing landscape.

12
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Communications Runsheet

The runsheet will be changed according 10 any changes io dates and the approach.

Service Delivery = our changing needs review
communications runsheet

Date Audience & Action Who ource
Channel ,
20 July Union Overview of DCE Penny, HR
engagement message
PSA Organiser annou ncemept and
o intent to begin
Briefing (phone | nsultation on 10
call) August.
WINS Chair Provide change
Briefing (phone | Protocol for
call) feedback.
2 August | Ministers Sent a f@ﬁmét‘i‘ tter” | Con Letter provided
English, of intent to*censult | Sim - see Appendix
Goodhew, from " RCE's office. < |, 2
Bennett, Barry, — ST
Wagner, Joyce, |
Woodhouse and,
Parata -
2 August | DPMC Comms, DCE Letter provided
j Office - see Appendix

| dntention:to consult 2

4 oh 3. Audust.

1 National Delegates RDs Consultation
briefing at a local Pack and key
level (in message
confidence)

Employees told RCs/RDs Key messages

4 One-on-one

they are impacted
and are talked
through the
Consultation
Document and
Change
Management
process.

HR Talking
Points

EAP resources

“f'meetings
3 August | All Service
- 8am Delivery

DCE/National
Commissioner video
message

Service Centre
managers, RDs
and RCs where

DCE message
and Talking
Points and Key

August 2016 - Service Delivery — Our Changing Needs Communications Plan
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Service Delivery — our changing needs review
communications runsheet

Date Audience & Action Who Resource
Channel
employees required. messages. -
Weekly Brief see Appendix 6.
time
3 August | All Service DCE message with Service Delivery ,
Delivery link to video Commumcatmn\\
employees /S|mpl|ﬁca’mon
Business Change
Team‘ A
3 August | Media Holding media " Med1a holding
- 8am Reactive statement ready"_‘ /${i{:v,atemejnt - see
; _Appendix 1
3 August | Service Delivery | Doogle Consdﬁ%it i\ F’{ Consultation
- 8.30am | employees pack on Doogl pack
Doogle
Consuiltatio
3 August | Childcare Penny, Graham Letter provided
providers Allpress - see Appendix
‘ codrdmator role
3 August < \"Nges\ ’ge"regardlng Penny, Matthew | Letter provided

‘<edﬁcahoh
prowders

Errxaﬂ/post

“propdsed change

tha-StudyLink

Officer Qutreach
' role

Rolton

- see Appendix
4

Servx'ce" elivery

people i
Na\t\lerjﬁa Office

Q and A session
with DCE

Ruth Bound
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Appendix 1: Media holding statement

Below is a draft halding statement, which will be revised according to the
questions asked. Back-pocket Q and As are in Appendix 5.

XX August 2016

The Ministry of Social Development is consulting on proposed chan”"’e/S'f ra
small number of employees.

The Ministry is proposing to change three roles where we nowvhaye qpline- and
contact centre services that mean people don't need face to face meetmgs
assistance. We have alsc centralised some of these serwces :

The proposed areas under review are childcare coorzlmatLQn and tertiary "
support. An old specialist programme, Work Track: faC1] itation, AT 10ngere)<|sts
and these historic roles will also be reviewed. Urxder the currearlt proposal we
expect there could potentially be a reduction. of \fuﬂ tlme;\equlvalent roles
across the country. We are also establishing<new rolés in’ other services including
housing. We won’t know how many people:wil, actuaﬂy\»be affected by the
changes until we complete the review: takrﬂg t0 accou the new roles and
current vacancies. MSD employs 10, QDD employees hroug'nout the country with
about 6,000 people in our service’ dehvehy team~

The proposed changes would.attew the- Mszt -to. ave mere flexibility in its
workforce to respond to cllent needs no nd in. the future.
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Appendix 2 — Formal Ministers’ and Government agency letter

This letter will be emailed to Ministers English, Goodhew, Bennett, Barry,
Wagner, Joyce, Woodhouse, and Parata, and also the Department of Prime
Minister and Cabinet, the State Services Commission and Treasury by the DCE,
Service Delivery’s Office on 1 August.

Dear XX

The Ministry of Social Development is consulting from 3 August o,‘rr" reposed )
changes for a small number of employees. '

Increasingly, more of the Ministry’s clients and providers a)’eltransactfng ornh e
and, where appropriate, transactional work is being centrahsed to allow frd‘n‘tx ‘
employees to focus on providing services to New Zea anqlers Who /rLeed more

intensive support. ‘

Uptake of digital services, increased automatlon and lmproved brocesses mean
that, over time, the Ministry will need fewer peop]e t@ prcrwﬁe mcome support
services. Most of this reduction will be ac reved t}hrouﬁqh naturai éttrltion
supported by fixed term hiring; howe\ 3

proposed.

Tertiary student Supﬁo’rt,\f tu ents’ \now complete the vast majority of their
transactlonﬁ Vi |g1tal (fhan.n ls — close to 99 per cent for some channels.
While thére 1,5"st|ll a.need for-a StudyLink presence in regional locations for
the relat[ons’mp ma‘nagement function of the role, there is no longer demand
‘ .fgr the Same reso Ce/ievel and the Ministry is proposing that role numbers
: are'réduced \

Wi k Track fac/ tatlon As the Ministry no longer offers the Work Track
‘ :Lir:programmeﬁt is proposed that this role is disestablished.

One' ‘undred full time equivalent roles across the three areas above would be
) mpa;ted by the proposed changes. The current proposal could result in a net
redUEtTon of 54 full time equivalent employees.

Vo
b

anstry will encourage impacted employees to make submissions between 3- 12
August on the proposal.
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You will be formally advised of the final decision before it is announced on 8
September 2016,

Yours sincerely

Ruth Bound, Deputy Chief Executive, Service Delivery

Ministry of Social Development
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Appendix 3 ~ childcare providers email

Below is the email message to go to the childcare providers who are likely to
have contact with a Ministry childcare coordinator. The message will be sent
from the National Commissioner to childcare providers.

Childcare coordinators email:

Dear XX,

You are likely to have some contact with your local Mlmstry \ch dcare coord; ato
in your daily work so we wanted to ensure you were aware of the proposed
changes. < -

The childcare coordinator role has changed S|gmf1caﬁt y
established in 2004 and a large portion of theﬂﬂes transacﬂonalfJNOrk has
already been centralised We're proposm@ “\centrahse the rerhammg

Yours sincerely |

Penny Rount\ o
Natiorial Commissmner ‘

18
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Appendix 4 - tertiary sector providers email

Below is the email message to go to the tertiary sector providers who would
have contact with the Ministry’s StudyLink Officer Qutreach role. The message
will be sent from the National Commissioner to the tertiary sector providers.

Tertiary education sector email message:

Dear XX,

The Ministry of Social Development is consulting with employegs"
proposed changes to StudyLink Outreach services.

You may have some contact with your local Ministry StudyLl Ofﬁcer Outreach g
in your daily work so we wanted to ensure you were.a ‘are of the proposed
changes.

Since the StudyLink Officers role was first establishedin the early 20005 there’s
been a huge change in the way students access.; ur’Serv;ceé he majority of
tertiary students now interact with us throu\gh our d|g|tal ‘channels. Ninety-nine
per cent of student allowance applrcatrons‘are ..H,o”ne online. and the numbers are
similar for other types of student supj s-a restlt of this 'shift, there has
been a steady decline in the numbar of Students ommg into our service centres.

In addition, the school visit programme that use, obe done by StudyLink
Officers outside the peak appllcatlon perJQELstopped in 2014. We are working on
new ways of engaging ear& with'year/13 stude,nts who are planning their
tertiary studies to heip ‘em Lmders an! the financial support available to them.

While there is still ar eéd fo a fag '-face student-focused presence, demand
has reduced to \Ehe )omt”tha.. ’weLre proposmg to broaden the scope of the
StudyLink Officer. roteto work th frore client groups and also reduce the
number of’ po,s”r.r ns rn our regronsﬁ

, Jfre changes are “only proposed. No decisions have been made. We
to be able to Tet “yeu know the outcome in September and we will be in

) alt ur educatron providers helpline team on 0508 885 885 from 8am to
1K ‘goon our wehsite www.providers.studylink.govt.nz

If you_have any other questions, please contact me. It is important to us that we
ma‘lhtam a high level of service to you.

Yours sincerely

Penny Rounthwaite

National Commissioner
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Appendix 5 - student association email

Below is the email message to go to the New Zealand Union of Student
Associations. The message will be sent from Manager Centralised Services.

Student Association email message:

Dear XX,

The Ministry of Social Development is consulting with employees ah some
proposed changes to Studylink Qutreach services. ’

Your member associations may have some contact with Iocal AMmstry/Stud
Officer Qutreach so we wanted to ensure you were aware of the prosted
changes.

been a huge change in the way students access erv‘lces\ The majonty of

tertiary students now interact with us throggh Qur d1glta| channe]s HNinety-nine

per cent of student allowance applzcatnon&, = done onlme ana the numbers are
tC f\thlS\ shn‘t there has

In addition, the school visit programmelthat uSed\te ye'done by Studylink
Officers outside the peak apphcahon perlo/d stopped in 2014. We are working on
new ways of engaging ear| VW|th year 13 students ‘Wwho are planning their
tertiary studies to help them -y derstaﬁd the fmancaal support available to them,

While there is still a/need ‘or ¢ \face Student focused presence, demand
has reduced to the po”n’c‘that Were proposmg to broaden the scope of the
StudyLink Ofﬁcer role _,work Wfth more client groups and zlso reduce the
number of peS|t|®ns,m ‘our regrene\ 4

At this stage the .C:hanges are only proposed. No decisions have been made. We
expe(;t to. be abfe to. let euvknow the outcome in September and we will be in

N

Yours sincere Iy

‘.\Penmy Rounthwaite
“National Commissioner

20

August 2016 - Service Delivery — Our Changing Needs Communications Plan




Appendix 6 - back-pocket media Q and As

Below are our back-pocket Q and As. These answers will be used to base any
reguired media response on.

What are the proposed changes?

The Ministry of Social Development is consuiting on some changes for a small
number of employees. '

The Ministry is proposing to make changes to three raoles where prOwders and
clients now use different channels to engage with us, or where ser\nces have
been successfully centralised.

The proposed areas under review are childcare coordmatlon tertlar’y‘ student
support and work track facilitation. We expect under' h’e currentpr&posaLthere
could be a reduction of 54 full-time equivalent roles }acr@ss the country,

however, we are also establishing new roles jn- ko) er 5¢ rwces r'ncludmg housing.
e

One of the roles (Work Track facilitation) 1$.a. spec\ fist 30 ) for WhICh the
programme nc longer exists and employee\ ha 4 beefre ‘rected to do other
similar skilled roles. RS >

Part of the proposed change will aﬂow the-Ministry eh‘ave more flexibility in its
workforce to respond to chent needs now and i dture.

S’

Increasingly our clients are, ﬁndrng it morg onvement to transact with us online.
We've centralised work and 1ess face to jfac& transactional work needs to be done
in our service cenfres. Thls meaﬂs we can fDCt}S on helping people with more
complex needs to ﬂnd'wo kér’h uS)n e

With‘:b.ur, le’nts increasing uptake of digital services, increased automation and

i perVed processes means we will, over time, need fewer roles to provide
,,/-fmean'ie support services.

"‘*f_;‘_s’,fthis a cost-saving exercise?

No, it's about acknowledging that the needs of our clients and providers have
changed over time and organising ourselves so we can provide better, more
client-centric services.
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When will a decision bhe made?

We will be going through a full consultation process with impacted employees.
We expect to have a decision in September.

What are the changes in the different areas?

The proposed areas under review are childcare coordination, tertiary student ;.
support liaison and work track facilitation. Under the current proposai,we expect .
there could be a reduction of 54 full-time equivalent roles.

Across the country, however, we are also establishing new ro[es' -
including housing. We won't know how many people will actuaHy be.affected. by
the changes until we complete the review taking into account. tha new roles and-"

current vacancies. MSD employs 10,000 employees throughou‘t the country Wlth
about 6,000 people based in our service delivery area ‘

Childcare coordination: a large number of transacteonai;.;:hﬁidca‘f Work-has
been centrallsed The Ministry is proposmg to drtsesfcabhsh chlldcare comdmatxon

programme, it is prope:se th/at this’) J70e be dlsestabllshed Over time, the role
has been redirected tafomp’(ete sks that require a similar skillset, or been
seconded to othe: roJre S,/ .

reducmg more employees in the future?

Increasmgly QU cllents are fmdmg it mare convenient to transact with us online
and we've alsp’ centrallsad/WOrk and less face to face transactions needs to be
done inao “erv-zce cemres This means we can focus on helping people with
,.,mqrezcomplex eer to find work or housing.

p[?:mnmg for the flexibility needed through fixed term hiring. As people feave
__,,,mtes they 'may not be replaced and as fixed term contracts end, they may not
be, renewed to heip us protect our permanent employees roles.

::‘Q{Jr business flexes with the economy and Government and policy demands, as
does the number of clients we help and therefore people we have working for us.

Has having temporary employees impacted on productivity for others as
they have to teach them new roles?
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We always have some employees on fixed term contracts to manage seascnal
peaks. Training and development is important to ensure we provide a good
service for our clients. Qver time that training will be less complex because the
processing element will steadily reduce.

What re-employment help will you give employees who might lose their
jobs?

We are in the business of helping people into employment. We will be doing all
we can to support people into roles here at MSD, or with other employers.
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Appendix 7: Messages for Wednesday, 3 August, 8am meeting with
service centre employees

Below are our internal key messages for managers to use to lead the Weekly
Brief session on Wednesday, 3 August at 8am.

The regular Weekly Brief time will be used to screen Ruth and Penny’s video and
have a discussion. Impacted employees would have already been told of the
proposed changes. These impacted employees are located at 42 of our sites,
however the childcare co-ordinaters generally work across multiple sites.

Information on the proposed changes will be on Doogle from 8.3@51‘31 oh 3
August.

Guidefines:

nswer, let them know you will get an
email the address in the consultation

e Ifitisa quest+ :ydu canho
answer. for them or they
document

Key messages

el r ,yéur key messages to take you through this session. Use the
‘messages as requlred

As eebeen saying for some months now, the way we work is changing
: mt;_h increased automation, improved processes and our clients being able
“to-do more for themselves at a time and place that works best for them.

- ) "‘"V'We’re no longer asking clients to spend money coming into our sites for
e things they can do digitally. The uptake of digital services shows our
clients want this.
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« Thank you for continuing to help our clients go online - this is the right
thing to do. We shouldn’t ask them to come in to see us or wait on the
phone if there are easier ways.

e These changes are happening gradually so the impacts may not always be
evident in our day-to-day work. Some of our internal processes are still
clunky but work to automate these more is continuing at pace.

manage this reduction as much as possible by attritlon‘ L
that people leave jobs — and hiring people on fixed: ‘ter‘ s cantracts t
work with us until the workload reduces. DO

+ As people leave roles they may not be rep(aced and as fsxed t (
contracts end, they may not be renewed;}:" he
employees roles.

tj';l'hese are only proposed changes. No decisions have been made yet.

o If the proposed changes go ahead, we will make suitable vacancies
available for employees who are affected by the changes through a
reassignment process.

Role specific messages:
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Childcare coardination

e The nature cof the childcare coordinator role has changed significantly
since it was first established in 2004,

¢ Originally, childcare coordinators had a promotional role to increase
uptake of Childcare Assistance and helped clients and providers navigate
through initially very manual and complex processes.

e Since 2004, clients and providers have become more fa’mﬂ/‘i“éﬁw
processes and these processes have been simp[ified.

A large poertion of transactional work has been successfully centrahsed AII -
transactional work for the Auckland region has been pnocessed centraHy for &’
number of years, and annual reviews and changes. i c;rcumstances ‘Wefe"‘
centralised for all other regions in 2015. : »

« The functions of the childcare coordmai:er a[e have f fe&[ more to
customer service, primarily dealmgw . querles about p?‘ocesses or
payments, via phone, email and’ te

Proposed changes to the rofe:

0 thi hlevel ef service has reduced and we propose it is no Ionger requwed
jents and providers can receive a well-managed, responsive and more

‘tonvenient service by phone and emall.

“We are proposing to disestablish the childcare coordinator role.
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Studylink Officer Qutreach role (SLO)

« The StudyLink Officer Outreach role (SLO) provides a face-to-face service
for current and prospective tertiary students in selected sites.

e This service includes providing advice on the forms of financial support
available to tertiary students and how to apply, liaison with education
providers, providing a phone service and completing processmg zasks

times from October - March. The majority of SLO t{g\m
services and processing tasks. '

Proposed changes to the rofe:

e While there 15' Still a neéd f@r a3 student focussed service presence in
Regmna} Semces there is no longer the demand for the same resource
! red in. thevpast and we propose that role numbers are reduced.

If/the propose ] _changes go ahead, the remaining SLO positions will be
“>ting fer ced fsr SLOs to make an expression of interest for reassignment.

’The SLO job description for remaining positions is proposed to be revised
,,efprowde greater flexibility in this role, enabling employees to also work
WIth other client groups from time to time to meet business needs.

“Work Track Facilitation

e The Work Track facilitator role was established to lead a specialist job
search programme (Work Track) when the New Zealand Employment
Service and Work and Income joined in 1998 and is no longer operational.
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¢ The role ceased in 1999 and most facilitators accepted reassignment to a
case manager role; however, some continued in the role.

= QOver time, employees in this role have been carrying out different duties
that are with a similar skillset (for example, facilitating seminars) or
seconded to other roles.

Proposed change to the rofe:

s«  We're proposing to disestablish the position of Work Track Faci \tator as
the role is no longer required. "

The consultation process:

e et been completed all feedback will be
conadered\carefqﬂy beﬁer" kmg any final recommendations to the
Serv:c Delr ery Leade @“\T@am for a final decision.

q;(Jestlons -and-answers about the proposal will also be on Doogle.
) C Vregularly with additional questions and answers.

He PSAR aj: \b/‘e‘:“e n briefed.

it mls\swns will be considered from 15-18 August and a final decision will
‘bé feleased on 1 September,

“If change goes ahead, a new structure will be in place by 21 November.
Support:

¢ We know change can be hard, and the proposal recommends that some
service centre roles could be disestablished. That's not easy to deal with.
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« We have support in place.

« If you have any questions or concerns, please let me know and we can set
up a meeting to talk it through.

s Alternatively you can send through your query to the email address -
ourchangingneeds@msd.govt.nz ”

o EAP is also available for employees needing additional suppo

29
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~i\,@bﬁfication Business Change

. Candrdate areas for Targeted
Topic = - YA

What's
Required

-.._\,;.Si@ ns relatmg to:

« HR deszgn for each candidate area
of targeted change o

« Implementation approach




[Sectlon 9(2)(f){iv) Active Conslderat|on|

are to be realrsed through targeted

ISection 9(2)(f}{iv) Active Consideration

effective in Ngvem!\be /2016 ;

Section 9(2)(f)(iv} Active Consideration|

agree to the proposed HR design for each candldate area of
targeted change to inform consultation. e



piié}mentation approach, as detailed on
slide seven. N
note that to reahse beneﬁts m Nyovember 2016, consultation for
the 2016 change will comn “‘hce on'18 July with benefits to be
realised from lereceﬂpﬂer‘.

Out of scopel




Sampl:ﬂcat[on S transformmg the way our clients transact with us by
streamllmng.Ourr:-proces,'ses and creating new digital service delivery
channels. -

FTE-related beneﬂtsf’ﬂ

will be ‘-Chl"\éved through attrition and a series of
small targeted orgamsa /Qf‘-‘al chang_es

Under the reset, beneﬂts of -

sideration

organisational targeted ch a nge effectlve  Section SR)()(iv) Active Con

Section 9(2){f)(iv) Active Gonsideration|

November 2016

Section 9(2)(f}(iv) Active Consideration|

?eption 9(2)(f)'(iv) Active Consideration




Detailed HR de51gns for\each area of targeted change have been developed
through engagement Wlﬁ’} the Nat:onal Commissioner, GM Contact Centre

Services and GM Centrahsed Se“ (i
The following cand:date areas\of’ targeted change have been identified.

Childcare coordmatlonf‘( ;,'i’d,care r:oordmators)

Tertiary sector liaison (Studyuhk Outreach ofﬂcers)

Section 9(2)(f){iv) Active Consideration

Section 9(2)(f)(iv) Active Consideration

are provided on slides 11 .

Further detail on each area
to 22.




Effect \‘Af‘z;Ta rgeted Change

The table be{caw:,xho He number of staff affected and net benefit in
each of the caﬂdrda’ce are S

46.7 -20.7

Childcare coord | natfo n

Tertiary sector Ila 46.7 -26.2

Work Track fac1|ztat|0n -4.6

Section 9(2)(N{iv) Active Consideration|




.‘entatlon Approach: Option

Im pie

Childcare coordmatlon
(-20.7) "

Tertiary sector liaison
(-26.2)

Work Track facilitation
(-4.6)

Section 3{2)(f){iv) Active Consideration|

Total
affected

Total net
FTE benefits

Under this option, the impact of the November 2016 targeted change is much m"/re_ycontalned and will not
detract from core business in terms of the functions delivered and the number o,,peop]e affected




By May 2017 February 2018 r

e c— 1
sg'ctjon“@(2)(f)(iv) Active Consideration]

e

Tertiary sector liaison
(-26.2)

Section 9(2)(f)(iv) Active Consideration

Work Track facilitation
(-4.6)

Section 9(2)(f)(iv) Active Consideratian]

Isection 8(2){f)(iv) Active Consideration




. For organi
July . *

lout of scope]

¢ Consuftatio

N

November December

July August

Relegse of
News sTructure Takes

conmallation Siraz apnrosal of “inal geczion
dc/:umf—rn tinal dezistan announed w et
(307 14708 32,29 112 !
o < . > |
| Conside EHELIE CRArAtIo; 3 r : -
E Consuitavon cenod onsH D{rrsnuat_'r:“scszgn ;r;v:u[::“;pn‘lt aton £QI process Shorthsting, mmf:::\;::nd reasis‘!_lﬁcg’ tiotice fof hon reassgned staf’
Y “nal dect P L Dol 7
E 18/07 - 29/07 /o8 - 25/08 5/09 -~ 16/09 19/09 - 21/10 s Tg.;ssxgrgedsyaif 11— 30/1%
i .

Bargaining for Collectve Agreements {end date sukject to bargaining)

Out of scope

* PSA bargaining begins early July (TBC).



Section 9(2)(f)(iv] Active Consideration”
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The slides that follow detal/ the ca‘se for change, risks and mitigations, and the
proposed HR design for each ’c;a‘ndldate area of targeted organisational change.
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Childcare Coordination

Risks

Mitigations

Current state -~

When Childcare ASSIStan"CEE (CC” Way
2004, the childcare’ cogrdlnator e e\w‘as established to
increase the number of fan*uhes recelvmg 'CCA and to
manage relationships with ch’}dcare provrders as they
applied for subsidies. Since 2@@4 provzd\ers and cllents
have become more familiar with’ ,,A’ and the pr cesses
have become simpler. As a result; th _‘_,‘,c,hlldcar, ~
coordinator’s core functions of relatlonshrp manége e”’?
marketing and promotion are no Ionger requrred

Childcare coordinators now perform more of,y,
service role, primarily dealing with queries abou
processes and payments. A large proportion of thesex p
processes (including annual reviews and changes in/
circumstances) are now centralised. N

Proposed future state

The functions of the childcare coordinator roie as
described in the current job description are no longer
required, and the current customer service activity could
be carried out by a processing role.

It is proposed that the childcare coordinator role be
disestablished and that all CCA-related activity be
managed by Centralised Services.

Removal of all regional
presence may have
negative impact on
relationships with
providers. If providers do
not understand the
change, they may not
know how to communicate
with us.

“Number of additional FTEs

required for Centralised

1 rvices not confirmed.

(¢ rent tlme for\
tralnmg AEw. staff
telephony and IT to

support the transfer of .
functions to. Cenfr.r‘ahsed
Services.

BPR may not generate

efficiencies in process,

leading to on-going errors
and rework.

Strong communications
strategy for providers and
post-implementation
support, with helpdesk set
up to manage queries
during the transition
period.

Recommended FTE
allocation determined
using timings for current
process. BPR and D&I
team are reviewing
current process prior to
November to maximise
efficiencies.

Detailed implementation
planning is underway, with
on-going consultation

“|[-between Centralised

ervices and Simplification
usiness Change.

3\B.PR’WH| be completed by
' August, with testing before

-implementation on 1

/| December.
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HR DESIGN: CHILDCARE COORDINATOR

CHILDCARE COORDINATOR:
e Chilicare coordmalors - 46.7 FTEs, reporing ‘o (he ScIUC"\Cﬂnlrt‘
Manager A
= Purnase of rola o 1GrAASH e number of famikes rfacaving cri“.dcare
assistance
+  Kuayaccounlabillies (as per job descnptont
+ gecour. ratagerenl
- chant gssistarce and services
- pzlauonsiip matagenent
~markebng and promobion
s Other lunetons carrently beng complelsd by childears coordinalors
- procassing ch idzarg apphicabions
- pracessing annual revigws  change m arcamsiances

Wl CASE MANAGER
e Currenlly compleles Cidedie apphcanons, ard aiss o progothon of
rercews, axsluding Auckland regon (see balow nfomavon for €3

Chaleli e
Coord.cover
36 7 FTEs

46.7 FTEs

CENTRALISED SERVICES

Y ONY

=  Central Processing officer — 57 FTEs: carries oul the {gllowing funcons;
- protess reviews of childcara assistance
- process chikdeare aesislance applicatiens for Aucktand ragion
<«  Service Manager - 3 FTEs 1o manage tearns carrying out chilgcare refated
acliwty

il Procedsrg
Offiezr
ST ETES

/’

60 FTES

AL

FUTURE STATE

REGIONAL SERVICES

CHILDCARE COORDINATOR:

5 D,»:,«blm <h Weare coordngios role - 46,7 FTES

Frangles all cvidcare re.ated achwity o Centraised Semvices

Condury busiress provess regngineennyg IBPR) fu: criidoare appi calios and

Certial Procassing ofcar - 82 FTES. carrigs out [iC) ‘dlowmg uwcuons
- process raviews lor ail regions
« process childcare assistance applicatons for all reg;on‘s N .
- cantralisad managemeri of alt enquities via a nabonal, can i ahsecr bO)(.‘

phone service h
- manage all childcare related review of decisions ., E
s Additional service manager required Lo manage adcition CPOS- 1 FTE"

S il Hanagat

Cenirs Miacessany
Creer
ErE (4%

( 86 FTES (an increase of 26 FTEs)

HR IMPACT ANALYSIS

Cucren! State:

REGONH Serveces

hilccare coorg nater 437 FTEs
Ahsoa Senvices

trai processing oflicer
service marager - 1 FTEs

57 FTEs

Futurs Staio:

Begindl seraces

= chidcase conro nalor
Ceritrghsed Services

= cealral procossing oflicer
s servce menages -4 FTEs

OFTESs

SZFTEs
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Tertiary sector liaison

Risk

Mitigation

Current state

StudyLink Outreéch foJCErS (SL@S) prowde a face-to-
face service for students ' /s.elec{ed s\tes This includes
processing applications an _,pPQVldmg enhne assistance.
During the five months of p : time; SLOS are dedicated
to providing a phone service 'é‘ pfotessmg”‘Durmg non-
peak periods, the role also invatves. refatldnsmp’ ‘
management functions, with offlcersharsmg"w -

education providers, high schools, Wbrk and Indoma and.

maintaining a presence at career expos

The SLO role varies across different reglons,

ratio of staff to students. It is very seasonal, w;th[/p\eak -

times between semesters.

Proposed future state

Students already complete 99% of transactions online,
there is a reduced need for a face-to-face service for
students. Prior to the realignment, StudyLink had an
intention to reduce SLO numbers, and they do not
envisage that they will need to utilise SLOs for
processing or inbound call activities during peak season
going forward. The primary focus of the role will be
relationship management.

It is proposed that the presence of SLOs is reduced
- across all regions, particularly in regions where there is
no tertiary provider.

StudyLink processing unit
may be unable to complete
all additional processing,
leading to pressure and
increased foot traffic for
Work and Income during
peak season.

Assurance provided by unit
that processing is not
required in offices going
forward and that planning
is underway for Studylink
peak season.
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HR DESIGN: STUDYLINK OFFICER OUTREACH

FUTURE STATE
HR IMFACT ANALYSIS

Currsnl Siste:

™~
REGIONAL SERV|CES | Repona! senices

< e Studyink officar oulreach 6.2 FTEs

Future Slate:
Regnal sernvcas
o Studvink officer sutreach 20 FTEs

@ Thoswcyink off:cor oultuach {46 2 FTEs), reporing (o thelst
centre manage: movices face o face services lo siudenis any
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Work Track facilitation

Risk

Mitigation

Current state

. The Work Track Faalr ys established within
Work and Income to%ea, -"SpeCfaTPSt\]Gb search
programme (Work Track] when }Emplo;yment Services
joined Work and Income in 19 8. :

In 1999, the Work Track Facm_ta Or role W@S deemed
surplus to requirements and fé\crt y fors were offered
reassignment to a case manager rofe/"Most facilitatol
accepted the offer; however, some drd ,ot and
continued in the Work Track Facilitator roie even. thOUth
their specialised programme had ceased. ThJs
not been formally reviewed since this time.

As Work Track is no longer operational, emp[oyees -

this role have been utilised in other functions requ!rrng a\"
similar skillset (e.g. facilitating seminars) or secondedtc}l

other roles. Some Work Track Facilitators have not
agreed to work in functions outside their job description
and some managers have found it difficult to allocate
work to these staff members.

Proposed future state

The Work Track Facilitator role was established to deliver
a specific type of seminar, and this type of seminar is no
longer part of the suite of seminars offered to clients as
the Work Track programme has now ceased. The Work
Track Facilitator role is no longer required under the
service delivery model, current or future.

Work Track Facilitators
may be offered
reassignment to a case
manager role. Staff who
choose reassignment may
not have the skills or
capability to carry out the
case manager role,

Training and support
strategy.
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HR DESIGN: WORK TRACK FACILITATOR

7
\

.

WORK TRACK FACILITATOR

werk Track Faallator 4.6 FTE roles. reporing 1a the senvice centre
Managor ~
This ro'e was sel up lo lead a speciaiisl joo saarch pragramms Vwork
Teack — 0as:gned for |0k seakers and mMyoived plarning. managing.
racrusing and laadieg tha Wark Track programnme acuviles, ncludimg
aelvary of prograrrma sessiens. group facitauon, and ang-¢n-one
coaching with chanls.

Tha Work Track progra Mnia s ne longer aperationdl. Employess in the
Weerk Track Easitalof folg Nave daen ulised 1 O fURCIIDNS faquinng a
smsar skilisal ar seconded o olher roles

J—
Sarace I:m‘iru\
Marager |

[ Fuinblico
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4.6 FTEs

FUTURE STATE

REGIONAL SERVICES

o
‘WORK TRACK FACILITATOR
» Diseligsisiwonk rack facilialof role 36 FTES.
TN

KEY:

HR IMPACT ANALYSIS
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OVERALL CAPACITY GAIK: 4.6 FTEs
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Section 9(2)(f)(iv) Active Consideration
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Section 8(2)(f)(iv) Active Consideration\
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DEVELOPMENT

TE MANATU WHAKAHIATO CRA

Memo

To: MSD Leadership Team
From: Ruth Bound, DCE Service Delivery
Date: 14 June 2016

Security level: IN CONFIDENCE

Realising Simplification
organisation change

made measurable progress,
timeframe envisaged in tbei
approval for an alternative
targeted organisational-cl

over a longer tlmeffam,

S/mpljfrcation beneffts '/ess bera ting and implementation costs
‘ rewsed‘t{mmgof henefits realisation ($m)

Sectmn ' (Z)m iv) Active Consideration \

R 2014/15  2015/16 2016/17 2017/18 2018/19 2019/20 2020/21 2012/22
i "® Returning appropriation brought farward B Cost-benefit reinvested (30%) B Cost-bensfit remaining

We help New Zealanders to help themselves to be safe, strong and independent
Ko ta matou he whakamana tangata kia td haumaru, kia tii kaha, kia t0 motuhake



FTE track to realise financial benefits

Section 9(2)(f){iv} Active Consideration]
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Achieverment of these savings relies on:

e system and process changes being delivered by the Slmpllflcatlgn programme 9
on schedule ’

e meeting digital uptake targets on schedule )

® assumptions about reduced levels of work effort being» “or

Delivery. This plan involves:

e a gradual reduction in general case managemen 5, inJine WIth the
expected reduction in work effort —\Sectldﬂ 9(21 f)(!\‘l Active COUSldeYaUONIT

. a series of smaller targeted orgamsat;ona{.,qhanges, resuitmg int a reduction of
9{2){1‘){1\;} 47 FTES in November ‘ZQ 16, [Sectign 9{2)(f)(lv) ActlveConsmeratlon

,dare g ea, "‘rrgiy using new digital channels to communicate

and transact wi‘\tﬁq/&- e area eady using these channels to communicate with

clients and,praviders’,

face~ to—face services facused’ on helping clients to achieve positive outcomes - we are
usmg our bus’ness process réengineering to make our processes simpler at the front

mprovmg the ﬂex1blhty of our workforce will allow us to respond more quickly and
ffectlveiy 0. chent needs.

requlred where the same level of service is na Ionger needed, or where a service could
be dellvered Jn a more efficient way.

/ /Candidate area

Role

“1"Childcare coordination

Childcare coordinators

Tertiary sector liaison

StudyLink Qutreach officers

Work Track
facilitation

Work Track facilitators

Section 9(2)(f}(iv) Active Consideration




LSection 9{2)(fHiv) Active (fc;nsideration\

Service Delivery has worked closely with HR on the detailed designs for each area of
targeted change, including engagement by senior leaders across Service Delivery.

More details on the current and propased future state of each area of change are
attached as Appendix A.

Implementation approach

To achieve the expected benefits from Simplification, targeted or)gan\iSth on’ Kan dslare
phased aver three periods - November 2016, Section 9{2)(f)(iv) Actiye»iﬁén'é\}d’éraﬁiﬁni ~

The planned areas for regional change in 2016/17 are detailé/a""Tﬁf‘tt]et"téblg below.

Area of targeted change Affected roles,

Childcare coordination Childcare coordinators’”
Tertiary sector liaison StudyLink Outreach/o
Work Track facilitation Work Track fac&htator"

20 July 2016, with the new structure ieff‘e\ trv_e Trom 1 'Dec
Section 9{2)(f)(|v) Active ConSIderatlon\ ] ) ;

mber 2016 [section 9(2)(f)(iv) Active Consideration|

Section 9(2)(g)(i) Free and frank ex resswn

Affected roles Affected | Net benefits




Timeline for consultation

The table below sets out our planned high-fevel timeline for consultation, so that regional
benefits can be realised by December 2016.

01/07 Consultation document and communications plan provided to Strategy
Committee
14/07 Consultation document and communications plan approved

13/07-20/Q7 | Engagement with PSA, managers and proposed affected staff

20/07 Release consultation document,

20/07-02/08 | Consultation period

05/08-08/08 | Panel considers submissions

17/08 Strategy Committee appreval of final decision

24/08-30/08 | Engagement with managers, affected staff_,aﬁl e

31/08 Release final decision document (

01/09-23/09

30/09

13/10-14/10

25/10-26/10

31/10

01/11

01/11-30/11

1/12

T expect that she WI” want to understand what is planned, and to brief her Ministerial
colleagues (mcludmg her associate Ministers, the Minister of Revenue, and possibly the
T. Tertlary Educatson Skills and Employment) who are Ilkely to have an

' The Minister of Revenue is responsible for the management of student loans, and the Minister of Tertiary
Education, Skills and Employment is also likely to have an interest.



Appendix A: Areas of targeted organisational change
Childcare coordination

The nature of the childcare coordinator role has changed significantly since it was
established. Originally, childcare coordinators promoted Childcare Assistance and helped
clients and providers navigate through what were initially very manual and complex
processes. However, as people have become more familiar with CCA, processes have
become simpler and work has been centralised, these functions are no longer required
the role has shifted to primarily dealing with queries about processes or payments

From November it is proposed that the chlldcare coordlnator role be!dlf A‘Vstﬂ bljshed and"

completed prior to November.

Tertiary sector fiaison e
SudylLink Qutreach officers (SLOs) provide a face-t "’fac ‘ erwce for. s_u‘den s7in selected
sites, including processing applications and providin hllne a55|stance The role varies
across regions and is very seasonal, with peak- ﬁmés between semesters During the five
months of peak time, SLOs are dedicated to¢ provndmg 1 phene serwce ‘or processing.
During non-peak periods, the role also mvcﬁ\xes relat[onshlp management functions.

Studylink has already successfully shif ed\th yast m“ago‘r v (99%) of transactions to
digital channels and processing is completed centrally \ y, do not envisage that SLOs
will be needed for processing or inbound call activities during peak season anymore.
While the relationship management function of the. will still be required, the need for
a face-to-face presence is r)ow much more hm ed»an-d can be reduced.

Work Track fac://tatlon

As WorkTra(;k i \;no fonger operattonal the role is not required under the current or
future operatmg model \Dlsestabllshlng the role will remove an obsolete position and help
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FINAL STAKEHOLDER ENGAGEMENT PLAN (as at 3pm 02 08 16)

Mbnday 4'July ‘ By cop \ansu\tatibn pacg{’cfp'(\nnis plén and stakeholder engagement plan given to Stratégy Conﬁmittee o ‘ : Consul‘tation péck
] NN

P — . Comms plan
ISectian 8(2}(a) Privacy of natural persans|

Stakeholder engagement plan

Tuesday 5 July TRith
Wednesday 6 July Ruth © 7 Consultation pack
Comms plan
Stakeholder engagement plan
Thursday 7 July  12:30pm - = Concuistion pac[(w e
2:30pm _ i . |
[section s(z)(a) Privacy of naturaf persons] Key messages
FAQS
RC/RD run shest
Thursday 14 July 7 10:30am
Tuesday 19 July By COP ~ Ruth '
‘Wednesday 20 July By COP I Comms plan
Wednesdaiiﬁ.‘luly 3pm Key messages
Change protocol
[Section 9(2)(a) Privacy of natural persons|
Wednesday 2G July 3:45pm WINS Chair Briefing (phone call) - overview of DCE message annqunc))?f})t’and In'en\tw\*ﬁ/gm’tonsﬁi{atzon on Key messages
3 August g Change protocol
« Detall of the 3 August change - overview of the consultation do@
e Provide change protocel for feedback by COP Monday 25 July
Wednesday 20 July By COP De-brief Change Process Group via email on phone calls to PSA and WINS I
Wédﬁééday 20 July By COP " Minister's Office prowded with consultation document, change protocol, comms pacx Consultation pack
stakeholder engagement plan.
'ﬁih’rsda'y 21 July 1lam o 'Meeting with M‘nisterfd!fey’s office to discuss stakeholder erigagement plan )
Minister's Tolley:office will advise the offices of Ministers English, Goodhew, Bennet, Barry, Wagﬂer Jeyc i
Woodhouse and Parata office on Tuesday 26 July and caonfirm that they will receive formal not|ﬁcatsoﬂ o
: Tuesday 2:August.
H [ — S . - - - SR - S - ~f //
Tuesday 26 July 9am Change Process Group briefed following PSA and WINS feedback on change protocols {due COP Monday 2\5 Julyy
and confirm if any changes to consultation period will be made ;
Tuesday 26 July " apmCoriference call to RDs/RCs to confirm go live o
Tuesday 26 July ' 'By CoP ) RCs/RDs sent consultation pack and key messages Caonsultation ‘pack
i Key messages




Tuesday 26 July

Tuesday 26 July

“Wednesday 27 July
Wednesday 27 July

{ Monday 1 August

: Mondaﬂ/ 1 Adguét

: Monday 1 August

Monday 1 August

|'Monday 1 August
| Monday 1 August '
Monday 1 August

Monday 1 August

Moﬁday 1 August

Mondayrl August

Tuesday 2 August o

Tuesday 2 August

12 - 2pm

12 - 2pm

12pm
copP
8am
8:30am

8:30am

~8:30am

S$:00am

$:30am

9:30am

9:30am

1.00pm-4.30pm

By COP

Phone cali to Central Agencies (S5C, DPMC and Treasury) to advise of intent to begin consuitation an 3 AugustRuth T

Confirm they will receive formal notification on Monday 1 August.

e SSC - BrICGE}Y\WhIte

DPMC ~ P uLo’Qonnel

Treasury/ Cathermﬂ Atkins or Fiona Carter-Giddings
-Adet NZ (TB

|s/tér s Bfﬂce adVIs&a\Qi\O

“gy cop

By COP

Formal DCE letter advising of intention to consult on 3 August emailed to:

- Minister of .Finance (Minister English)

- Associate Minister.for Saocial Development (Minister Goodhew)

- Minister for Social Housing and State Services {Minister Bennet)
- Minister for Seniors (Minister Barry)

- Minister fo# Disability Issugs (Minister Wagner)

- Minister fdr Tertiary Education, Skills and Employment (Minister Joyce)
<= Minjster of Revenue (Minister Woochouse)

-, .Minister of Education {Minister Parata)

Formal DCE letter advising of intention to consult on 3 August emailed ta:

fﬁ‘es%fr‘lmlsters English, Goodhew; Bennet, Barry, Wagner, Joyce, Woodhouse
E”L\d/PaT*atE\OﬁI’TtEHt to go 0It/0n Au ust and confirm they will receive formal notification on 2 August.

Key messages

Key messages

" [Section 9{2)(a} Privacy of natyral persons|

Ruth, Penny,
Ruth

Penny '

Readiness check sheet

RCs/RDs

RCs/RDs

Penny

Penny

' Section 8(2)a

Sectign Q(Z}{a] Privacy of naﬁﬁ?agﬁggans

Section 9(2)(‘7a)"Privécy of natural "ﬁefs;n;{

5 Clé Ietters S

Consultation pack

OQutlook invite script
Key messages

Cansultation pack

Key messages

Cansultation pack

Privacy af natural pe(‘é{airé@ers’ scripts

Cansuitation pack

EAP resources

" DCE letters



H TaesEa\;Z August

Tuesday 2 August

Tuésday 2 August

Tuesda\} 2 August

Tuesday 2 August

Tuesday 2 August

g:00am - 9:"&@?8171‘
T 8.30am
8:20- 9:00am
9.0C0am

9.002m - 4:00pm

2:00pm
4:00pm

Tuesday 2 August

Tuesday 2 August T

Tuesday 2 August
Tuesday 2 August

Wedne;sday 3 Kugust

wednesday 3 August

Wednesday 3 Ailgi.ist

Wednesday 3August7

Wednesday 3 August

4;00pm

“4:00pm

4:20pm

6:00pm
 8:00am

8:00am

8:30am

©8:30am

8:30am

Wednesday 3 August

Wedneéday 3Augﬁst

7W7edhesydré; 348 ﬁgust

Wednesday 3 August

g9:30am

11:00am

12:30pm

4:00pm

‘ Natmnal De’(egetﬁ&brlefmg ai a 1oca} Tevél {in conf!dence)

" Canference call to RDs/RCs for de-brief on the day

Email sent ts'childcare providers and Vrélé\xér'{tﬁterrtAi‘ér;'éEucEtibr[ b?oviders

- DPMC
- 8sC
- Treasury
- MoE
Audit

ded key messages from video message and talki‘ng points ‘ Ruth
",

' Kéy messages

Talking points

PhQﬂe Ca“ tG\MlmStET‘V‘%\OfﬂC@’T‘E/ go live Section 8(2)(a) Privicy of natural persons
< AN AN Y

RDs

Marama, |

—

Section 9{2)(a] Privacy of natural persons|

RCS/ RDs

‘Section 9(2) (ay Prﬁvac; of natural persons}

SDLG brief their managers in confidel SDLG

points

Consultation pack sent to impéétéa staﬁfﬂ(ri'h Vcroﬁrﬁdehcé.)v - RCs/RDs
" 'DCE video message and supporting messages éent to SCM:‘,: Ré;}ﬁés

) Key rﬁéééages

Key meéséges
Consultation pack
Key messages

Talking points

Managers’ scripts

Consultation pack

Draft Change management protoccls

EAP resources

DCE message

Key messages

Talking points
Consultation pack

DCE message }

' Penny, Section 9(2){a} Privacy of natural persoﬁs‘

DCE video rheésaqe available on W'é’é’k\y"Br‘ié‘f"doogl‘e pégé )

Weekly Brief - DCE video message and supportvng messages

Heolding press statement available for refease

| RUthSSEE

Email sent from Ruth to all Service Delivery staff with Hink to DCE vide mwtmg to\j\Gl

Section §(2)(a) Privacy af natural pq—sﬁeas}hessége ’

DCE message
Press statement

Email script

12:30 and for NATO staff to attend Q&A session on Frtday 5 August

Doogle page goes (v

Email to LT with link ta doogle page advrismg them to forward onto their staff

Phone call toiKa;'/e Brereton and Neville Corkery to advise of consultation - Diane to advise Kaye and Neville of
phone call

Goss with the Boss

Conference call ta RDs/RCs for de-brief on the day

) Rrivacy of natural persons|

Consultation pack

QBAs

Email scyript“ o

Pravicer details

" Key messages




Friday 5 August "TBC Q&Asession for NATO staff ~ Ruth

Two weekly conference calls with RD/RCs during consultation period penny, S 9(2)a)

Friday £2 Au‘gus‘tr s ', 5 ansultation perjo'a,\dgses
e . N




MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATO WHAKAMIATO ORA

Position: StudyLink Officer
Children’s Worker: No

Location: Regional Service Locaticns
Business Unit: Regional Service Delivery
Group: Service Delivery /
Reporting to: Service Centre Mang,gé;‘
Issue Date: July 2016

Delegated Authority: Nil
Staff Responsibility: Nil
Our Role

The Ministry of Social Development. (MSB) |s the Ea‘d gency for the social sector. We
help the Government to set pmntles across th&Seet@r co-ordinate the actions of other
social sector agencies and i ac changes m’the somal wellbeing of New Zealanders.

The Ministry provides.-palicy ad)v‘ice ami ‘delivers social services and assistance to
children and young peépl "'\W@rklng«:age geopTe older people, and families, whanau and
communities. We, Awork- dwe;;’tly wit NeWZeaIanders of all ages to improve their social
wellbeing. \ N "

We serve m/e 2 m‘ on peopTe ' Workmg out of more than 250 centres around the
country. It is Kely/that every New ‘Zealander will come into contact with the Ministry at
some ptamt [n thefr I[fe -

Our/wofk fsgethef W|th /;ur &ocial sector partners, is essential to achieving a sustamable

We he?p New Zéalanders to help themselves to be safe, strong and independent.
Ko ’tq mafau he whakamana tangata kia t0 haumaru, kia tl kaha, kia tG motuhake.

‘.._fMSD people All own what we all do | Take responsibility for what we do [ Understand
gur'role in the big picture, who can help us and who we can help | Navigate through
ambiguity and the opportunity it brings to create better ways of doing things | Act with
integrity, courage and transparency | Celebrate our achievements and those of our
clients.

Position Description Approved By:

Deputy Chief Executive Service Delivery




Service Delivery

We work together to make a difference for New Zealanders. Whether that's helping
someone get sorted financially so they can study, supporting someone into work,
ensuring support is there for someone who can’t work, helping one of our seniors by
granting their entitlement to New Zealand Superannuation, or giving New Zealanders
confidence that the system they fund is being used by people in genuine need.

We do this through three key groups; Regional Service Delivery, our frontlirie centres
delivering face-to-face services across 11 regions, Contact Centre Serwces proyldmg
client services by phone, and Centralised Services - specialist teams man@mg
processing of support and entitlements. .

These three groups are supported by a number of teams, providmg operational support
service development, learning and development, analytlcs and WOFk\ﬂOW management
and engagement expertise. - -

Whatever part of Service Delivery we work in, we ha
making a difference for more than a million cliegrg;i

Purpose of the Position:

N pr@vnde information, advice
and options in regard to financial a331stanoe iehts to make well mformed

decisions.

The StudyLink Officer will ai;é . Qmote Regtma: ewlce Delivery and provide
information and adv1ce ider a "dlenceé mcludmg delivering presentations to a variety
of audiences. g gy -

Study]_ nk " anagers and staff in other business lines
e Sssvioe Dehvery/other Ministry staff

h Mémbers of the public/clients
..,Educatlon providers as required

StudyLink Officer (28




Key Accountabiiities:

Key Result Area

Accountabilities

Client Service

@

Provides clients with a full and professional service in line with the
StudyLink Service Charter (http://www.studylink.govt.nz/about-
studylink/studylink-service-charter.html) and relevant policies,
procedures and legislative rules

Responds to requests for information and advice via the most
appropriate communication channel (face to face, on[me email o
phone) s <
Uses effective questioning and interviewing tegl ~1ques i |dentrfy
and clarify the true nature of requests for mformatlon and asS|stance
Determines the most appropriate coursg’ of ac*uon and resp dSW ‘
accurately and professionally to reques”rs Withln appropr[a\t o
timeframes \ s

Escalates or refers requests or JSSUGS as appernate

Completes any follow up actron wrthln approfprlatevt-imeframes
records actions in the sysiem and, keeps the Gllent ‘updated
throughout the process/« :

Identifies and ensure‘s ehts are aware o andknow how to access
their full and correct ‘m}§1ement . -

Advises clients of. ’ghel ObllgatIO s-and act|ons that need to be
completed ’ ke

Utilises arrdupda{es genen anQ‘S’ and data as appropriate

Champléns chent straié,gseé eg online services and ensures all key
messages \are dei»vpred f@ clients

Proactlvely manages site calendars.

@

Public Relations

and Stakeholder ¢

Management”~

:"n

e ﬂe’ﬂver‘s and pa p rt{mpates in StudyLink programmes or initiatives eg

expo atten&ahce education provider informatior/enrolment days in
accordan(;e WTh the national framework

& Effectlvely bu]ds and manages relationships with stakeholders in the
region .

Case Man agement
-~ Ber(ict

_ . Pravide flexible and cross-functional assistance to the case
maragement function within the service centre as business needs
reqguire.

Confributes to the team and centres key performance indicators and
results

Actively participates in planning, developing and championing team
goals and initiatives

Works in an integrated way assisting and supporting other Service
Delivery teams and business units when required

Assists and supports new staff members and provides floor support
as required

Participates on and contributes to projects, workshops, training and
other initiatives as appropriate

Actively builds and maintains effective working relationships and
networks across Service Delivery and MSD

@

StudyLink Of‘ficer'




TECHNICAL/PROFESSIONAL KNOWLEDGE AND EXPERIENCE

e Background in customer services with proven experience dealing with clients from a
variety of backgrounds

e Technologically competent — experience with Outlook and the Microsoft office suite,
internet and databases

e Experience with multi- tasking in a busy environment
¢ Knowledge of Ministry products and services is an advantage

Attributes/Success Factors

e Acts with integrity

e Adapts easily and effectively to change
e Highly effective verbal and written communication skills
e Able to apply judgement and make decisions g

e« Demonstrates ownership and accountability
e Strong client focus

e Able to identify and effectively mitigate risk

Other Requirements ‘
e Welcomes and values diversity and cont butes tdé' n

e Recognises and understand&the Mmst’ry sobhgqhéns under the Treaty Of Waitangi,
When conSIdenng the 01rcumstances and\lgsues facing Maori in the communities the

StudyLink Officer -
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Introduction

First and foremost, we're a service organisation. We work hard to put our clients at the
heart of everything we do and this means we’ve been adapting to the changing way
clients tell us they want to access our services.

We've opened the door for people to do most of their transactions where and when it
suits them digitally, and made it easier and less manual for us to process these

And we'll keep evolving our services as our organisation becomes more technologlcal
capable. More and more, the clients we're serving face to face are thQse Wit Eompjex

between jobs.

As well as the changes we make, our business flexes with_‘,,.t-he ecaorni
and policy demands. The size, shape and skills of our workforce
these changes.

The proposals in this document recognise that some-¢
differently with us now and we are proposing d‘l" gé :

important. ‘

Penny Rounthwaite

National Commissioner Service Delivery

Our Changing Needs: Proposal for Consultation
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Case for change

We're here to help people. It might be some financial support when someane loses their
job to help them while they find another one, or financial help for someone who can't
work. It could bhe some extra help for people who are warking, or making sure people get
NZ Super or a student loan.

We make a difference for people, families and children. Our core reason for being never
changes but the way we do it does. We leamn, we do things better and that means we
get better at helping our clients. We want to be the best we can be. ’

A bit of background

Improvmgi:our services

We?ye’ ' spondmg to the changing needs of our clients, providers and stakeholders,
paljtiﬁul\' 1y in“the way we deliver our transactional services.

The way e all access services has changed rapidly, with information and products
broad]y ‘available on demand, accessible anywhere and at any time via digital
technology. Our clients can and want to manage their own information, so if we can
provide them with better digital channels and tools to do this then we can focus more on
helping them get the best ocutcomes.

In the past year, we've seen a number of initiatives that have improved our processes
and made it easier for our clients to access the services they need. We're automating
manual activities such as data entry, streamlining our processes through business

Qur Changing Needs: Proposal for Consultation
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process reengineering and creating new digital service delivery channels. For example,
we introduced the e-lodgement of medical certificates, enhanced the contact centre’s
Voice Enabled Technology system and released MyMSD.

While we'll still have face-to-face and phone-based services for those who need it, digital
channels should be the preferred way for our clients, providers and stakeholders to
engage with us because they are the fastest and easiest channel for them to use. The
changes we're making are about government catching up with how people are
increasingly interacting with organisations across all aspects of their lives, and making
sure that our services are simple and smart. Students already use d!gltal vserwces as
their primary channel, and with the improved digital offerings we're seém ’the rest 0 .
our clients are now also shifting to online channels.

» Al ‘v_,,dy‘been successfully centralised} and engagement with
g‘ards o transactions.

ofFe red

The ﬁmposals in this document are about recognising that our client, provider and
stakeholder needs have changed, and making sure that we continue to get better at
helping New Zealanders by having people in the right roles to do this.

Our Changing Needs: Proposal for Consultation
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Scope

Roles related to childcare coordination, tertiary sector liaison and Work Track facilitation
are in scope for this proposal.

Proposed key changes

We have looked at the different functions in the three areas where we re p./roposigg
change and have found the following. g

Childcare coordination

onger n“eed h:
we‘pm’posé ,t thése also be managed by a processing role. Although some chﬂdcare
¢ ‘ |El prowde a face to-face service, this level of service has reduced over

Tertaary student support

The StudyLink Officer Qutreach (SLO) role provides a face-to-face service for current and
prospective students in selected sites. The service includes providing advice on the forms
of financial assistance available to tertiary students and how to apply, receiving
evidence, liaison with education providers, providing a phone service and completing
processing tasks. The role varies across regions and is very seasonal, with peak times
between semesters.

Our Changing Needs: Proposal for Consultation
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Student foot traffic in sites has steadily trended down since Studylink implemented its
online strategy in 2006, with a 23% decrease in face-to-face activity in the tast year
alone. This online strategy has shifted the vast majority of students to transacting with
us through digital channels - 99% of Student Allowance applications, 98.6% of Student
Loan applications, 99.7% of applications for course-related costs and over 90% of
Jobseeker Support Student Hardship applications are received online. Students are also
increasingly using digital services to submit evidence to support their applications. All of
these transactions can now be managed by Centralised Services.

Alongside this channel shift for transactional work, other key activities for Outreach
employees outside of peak times have also shifted online and are affec i workload

needs.

Work Track facilitation

We no longer offer the Wark Track programme and ;
Facilitator role be dlsestabllshed Thls role W’as‘ est*

Work Track programmex mdug'
one-on-one coachmg wﬁ:h lients

Our Changing Needs: Proposal for Consultation
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Proposed Service Delivery Structure

Childcare coordination
Under the proposal, all childcare related functions would be centralised and Centralised
Services are proposed to manage this function in the new structure. New Central
Processing Officer positions would be established at Centralised Services Mangere.

Business Line Role Proposal Rationale
Regional Childcare Role proposed. to be Functions of/thé role can be’
Services Coordinator | disestablished - carried out%( qprocessmg/
proposed role mJCe[)tramsed Serwc:es it
disestablishment . of N
45.13 positions
Centralised Central Proposed increase in
Services Processing | establishment of 25 -~ '
Officer positions (i.e., an ~OC€SSIFJQ of remaining
increase in the/numbe FdCare applications
of posmons '”\tbe ro(é ‘ \transactlonal customer
_/,sg,rwce activity
Service Proposed mcreasedn“‘ j}rf:rease in service manager
manager e,s%abhshmeﬂt Of",D\ e ’roles to manage childcare

posmmn {i. e, L\ah

related work and increased
number of central processing
officers

Proposal

Rationale

S‘cudybmk
Qffi der

\/Qutrea ch

Proposed decrease in

establishment (i.e., a

reduction in'the number

of positions in. the role)

from 49.43 positions to

20 positions

Proposed changes to

position description:

¢~ change of title to
Studylink Officer

¢ increased flexibility
to work with other
client groups

Reduced need for face-to-face
service for students due to
majority of transactions now
being completed online

Our Changing Needs: Proposal for Consultation
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Work Track facilitation

Under the propaosal, the role of Work Track Facilitator would no longer be required.

Business Line Role Proposal Rationale
Regional Work Track | Role proposed to be Work Track programme no
Services Facilitator disestablished - longer offered.so specialised

proposed
disestablishment of 5.6
positions

position-no longer required

s

/\\

s

T,

o T

ob}ectNes set out earlier in the document. This is a proposal and nothing has been
fn\ahsed yet; we need your feedback to ensure we make the right changes.

Submissions need to be made in writing and can be emailed to
ourchangingneeds@msd.govt.nz by 12pm, Friday 12 August 2016. Feedback can be

provided individually or as a group. All submissions will be read and considered before a
final decision is made.

A template for providing feedback has been included with this proposal as Appendix B.

Our Changing Needs: Proposal for Consultation
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Consultation timeline

Milestone

Begins

Ends

Consultation document
released to.employees

Wednesday 3 August 2016

Consultation period begins
with release of
consultation document

Wednesday 3 August 2016

12pm, Friday 12 August
2016

Submission period begins

Wednesday 3 August 2016

Consideration of feedback
from submissions

Monday 15 August 2016

Final structure approval

Monday 22 August 2016

Final decision released to
employees on the proposal

Thursday 1 September 29{

Change management
process.begins:

Reconfirmation and
reassignment process -
expressions of interest
sought /-selection /
reconfirmation and
reassignment offers

-
<

Thursday 1 Septeyrsé: 2@16

New structure comes infb‘”“’i -

effect

ThlS serwce is available 24 hours a day, seven days a week.

Questions

If you have any questions about the proposal, you can talk to your manager or you can

email ourchangingneeds@msd.govt.nz. If you are a union member you can also talk to

your union delegate.

Our Changing Needs: Proposal for Consultation
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A list of questions and answers about the proposal is available on Doogle. This will be
updated regularly with additional questions and answers.

Our Changing Needs: Proposal for Consultation
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Appendix A: Proposed organisational structure

Centralised Services
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, {Mangere} i g (yssuy ¢
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\ . / : ek F— Processing | Assurance
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i
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Appendix B: Providing feedback

Your input is critical in making sure we get this review right the first time. Your
participation, knowledge, skills and insight are essential elements during this
consultation process.

Template for feedback

Some suggested areas for feedback are shown in the template below aroand what you 4%
might want to consider. However, all feedback is important and you c e il y '

feedback to ourchangingneeds@msd.govt.nz in any format you choos
you can submit hard copy forms to:

To Our Changing Needs
Level 5, Bowen State Building
34 Bowen Steet
Pipitea
Wellington 6011

From

Security Level

Comment

1/We propose

General feedback

Signature(s)
[insert Names(s) and Title(s)]

COur Changing Needs: Proposal for Consultation
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1. Introduction

The Ministry’'s purpose is to help New Zealanders to help themselves to be safe,
strong and independent. The parties acknowledge that the Ministry operates in a
dynamic environment and needs to be responsive to government direction, client
needs and other environmental factors.

The Ministry and the PSA agree that when the Ministry undertakes change, the .
change will be underpinned by the principles and values of the Agreement for
Madern, [nnovative and Productive Public Services.

This protocol applies to employees in permanent positions (inchiding those on 4,,}/ )
secondment, parental leave, study leave, sick leave, and’ employ\ed on a\fuﬂ\ttme
or part-time basis) who are “affected” by decisions undet”'Qur Cﬁang{tg Nee/ds

— \,f :
This protocol gives effect to section 14: “Our Approach to:Chan "“é\”Management
of the Work and Income, Students, Seniors-: nd {ntégntnye s Collective
Agreement.

The protocol outlines the process to apptoma affected empio’yees to positions in
the structure and the process to‘be\ apphed in the event an employee is not

empl@y t ag ement. lf ‘there is a conflict of interpretation between their
) employmerft /gree ent'and this protocol, their employment agreement will take
o pkregeﬁ}ence &

"‘_};—_mp‘f’oyment security is maximised through reconfirmation and reassignment.
"E;mployees are given certainty about their situation as soon as possible.

Employees are given opportunities to participate in the process.

— Employees’ preferences are considered throughout the process.

¢« The process is flexible, timely, open and transparent.

20 September 2016 V0.4 2




3. Process for appointing employees to positions in the structure

Reconfirmation followed by Reassignment is the process used to appoint
affected employees to positions in the structure,

The Reconfirmation Process

Reconfirmation is the process of appointing employees to positions where:

e« The position description is the same or substantially similar to the existing
position.

¢ The remuneration is the same.

e The position is in the same location (local area} or vicigigy;

.

« Terms and conditions (including career prospects) afe.no less favourable

Reconfirmation can include a change in reporting {ljrf(e«pr ohé\née jn ﬁh\?\‘

Employees will be reconfirmed into positions where they-are the clear candidate
or where they are one of a number of clear,.c‘?'ﬁ,diﬂ‘a%ej,s and thatiumiber of clear
candidates is equal to, or less than, the},.nuﬁ_xi‘l’j'ef,@f;bq;&@o\‘qs\gyailable. Where
the number of clear candidates is greatérthan the number.of positions available

the process for appointing affected  employees to positions will be through
reassignment. NN 4 U

T

)

l\IS(ﬁn’W“}@g\ v}her;,,. hey are reconfirmed.
Where an employee Cpnsigeféc\i'fic; ha;(eme‘t Il the reconfirmation criteria
/ey, will not bé\ég}ﬂﬂéjq;tt’) redundancy compensation.

The Reassignmelﬁ

Reassignment‘-"(ﬁ\:sj‘l"ﬁe‘\ﬁrbéé§.\s“c§f/éj§’p\é¥rﬁiyhg employees to positions by matching
an employ,eg’s’s’@gjl@}o a_position that reguires similar skills. The objective is to
place the maximum nur berof affected employees into positions in the structure.

by LN

Aﬁeotédempléyees nof\repqdﬁrmed will be part of the reassignment process and
cons’“idérgd;fb/r the remaining, new position(s} and nominated vacancies within
the strtjgtﬁfe t}gjire\ﬁtheF employees.

R R T . o . .
Affected employees will be advised of the positions available for reassignment
mtj;m )j;hé;;\:sq‘ucfure and invited to submit an expression of interest for
\reassignment tothese positions.

jg-fencing of roles for reassignment:

Where there is a reduction in the number of permanent employees
in a named position within that region, and there are more
Sy employees in that named position(s) than is available for
reassignment, the named position will be ring fenced to the affected
permanent employees who hold that named position.

Where applicable, any relocation and/or travel costs relating to a reassignment
{as set out in the employee’s employment agreement) will be discussed and if
agreed, will be set out in the reassignment offer letter,

20 September 2016 V0.4
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The reassignment process may include interviews and an assessment/
recommendation by a reassignment panel of an employee’s:

e Skills and/or competencies for the position.
e Qualifications and experience.

The reassignment process may include consideration of recent information
relating to the employee held by the Ministry such as performance rating
information and may include relevant information held on the employee’s
personal file.

The Ministry will offer reassignment in writing to the employee

The Ministry may also offer reassignment where it has ot recelve | . ‘
expression of interest but believes a match of skills to a posmon 1s reasonable -

Where an employee considered to have met the reas&gnmen’( criteria declmee
the offer of reassignment, they will not be enh’fled to récewe Fedundancy
compensation. /_,‘ < .

Note, affecied employees may apply for v,aca cies advert*sed\ Wth Service
Delivery (ie roles that are not subject Loné fencmg\ for. the reassxgnment
process) and the wider Ministry durmg “the: %SSIgnr‘neﬁt -pefiod.  Affected
employee will have a preferential right: of a p@mtmenf to thesevacancies and will
be advised in writing of their prefereﬁna Status (refe clau,se 5 in this protocol).

Equalisation

employee will be entstléd Ta an allow nce’ equ1§alent to the difference between
their old salary andﬂnéw e&avy The em ioyee tan choose between:

//

A‘Ffected emp\o ee% who have not been reassigned to a position or positions
hicbﬂwey have ‘expfeesed an lnterest in can seek a review of the reaSS[gnment

-ft’{he employee is formally advised they have not been reassigned to a
position. The employee advises their manager within five working days that
- they want a review of the reassignment process.

e Anindependent reviewer (usually a manager with no involvement or direct
interest in the outcome of the reassignment) reviews the process to establish
if it was applied in accordance with the change management protocol. This
will be completed within 10 working days following receipt of the review
application.
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e The employee is given an opportunity to meet with the reviewer to put their
case forward before the review decision is made. The employee will be given
a reasonable opportunity to review any documentation considered during the
review, prior to the meeting.

e The employee is advised in writing of the outcome within five working days of
the conclusion of the review. The independent reviewer’'s decision is final.

¢ If the outcome is that the reassignment process was not in accordance with
the change management protocol, the employee and their manager will meet -
to discuss and agree on alternative options to resolve the issue: it

5. Employees not placed following reconfirmation and reass,lgnment

vice Qellvery aﬁﬁ\thef"’/
wider Ministry. Unplaced employees have a preferential ngﬁ: ht of appo mtment fo
these vacancies and will be advised in writing of thetr prefere |al s’[at ;

Unplaced employees will be advised of vacancies in 3er;

Preferential right of appointment means that git” inga bé(ng equak(m terms of
suitability to the position), an employee with prefereﬁhal status Wtil be offered the

position over an employee who does no havapref“erentraf\etatus

Unplaced employees interested in these v hncues<w11{ be assessed (alongside
other candidates who have applied” for. ‘the' m’fe) by. a\x;eerwtment panel to ensure
they have the skills, qualificatiols- and ex’perle/m:e ‘o fuffil the function. Where
more than one unplaced employee: appﬁes E@r\b sition, preference will be given
to the person who is the best mqtch o tl;;epQ%i 3, based on skills, qualifications
and relevant experlencef”}\. @ ;

An individual's prefere Btatus ffof pbsmgns Wlthm the Ministry will cease once
reconfirmation ,and reassggnment processes have been completed and the
individual has been%)ﬁe;ed a posifion: -

4
Following reeonﬁrméthz&%?d ease;gnment remaining unplaced employees will
be formally a@nsed that™they are surplus and will be given notice that unless
p[aced by other O/Qﬂons thelr émployment with the Ministry will end.

ap
ernal recrmiment will continue to be supported during the time they are
m@\iqyed Wlth the Ministry. The type of support available includes:

e \,Reasonable paid time to prepare/update CVs and reasonable time to prepare
for and attend interviews.

Counselling support services (STRATOS), where requirad to help employees
and their families to deal with issues arising from the change process.

Note: STRATOS does not offer a formal career transition support service. This
type of service will be considered on a case by case basis.
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7. Options

The following options may be made available to employees declared surplus to
requirements, depending on what is specified in their Employment Agreement:

e Redeployment outside of the Ministry.
¢ Temporary employment.

e Redundancy.

¢ Enhanced early retirement.

be coffered and the timeframe within which the option |s to be determméad\
may include options not covered in this protocal. U ;

8. Redundancy

Redundancies will be available in cases Wheﬂ
Ministry. g

e Formal notice of redundar{cy the Feésogrsio d the effective date will be

given to the employee by mdmdya[ Ietter

.
¢ Where redundancy: combeﬂsatlon appl T'es _an earlier cessation date and a
payment of any of‘fh"eyremammg{ net\ee perlod may be agreed.

20 September 2016 V0.4 6




Change Management Process

Consultation Period ~ 10 August to 19 August 2016

,.gOthQr op’t!’ons considered from 18 October 2016
to 6;0ctober 2016

‘Notice period for non-reassigned employees -
1 November 2016 - 30 November 2016

Changes to structure comes in to effect — 1 December
2016

20 September 2016 Vo4
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Introduction

We realise the past few weeks has been a difficult time for some of you as we face
changes to the way we're organising Service Delivery into the future, and we're really
proud of how you've been supporting each other.

We've talked a lot about how our world is changing and what that means for our chents
and for us. A big part of this is continuing to look for opportunities to da. e’d;er and td
check we've got the capability and capacity we need, where we need S

and presented opportunities for S|mpl|fy1ng how we do thm S“both W|t
and when working with providers. .

ur busmess

Where Work Track facilitation is concerned, the progra : thes’_x rQIes supported has
not been in operation for some years and Wo;k\&ﬁrack facmtatqrs have been doing a
number of case management functions ins ea g ’

We reached the final decisions outlined in- ls_docume/ t’ because as a service

organisation, we have to be able to reSpcmd, to our 2 and importantly, future -
demands knowing we've got the/sfe shape an skrl J-deliver the services needed to
do the best we possibly can fo ur chents

Y ‘:"nfo reiterate that there are no other planned changes across Regional Services,
contact centres or Centralised Services this year or next.

Thank you for your patience during this process and for continuing to support each other
as we know you will.

Penny and Ruth

Qur Changing Needs: Confirmation of Final Structure
Page 3 of 15



Consultation process and feedback

Thank you to everyane wha provided questians, feedback and suggestions through the
consultation process.

Date Milestone
3 August Consultation document released to employees

10 August Consultation period extended by five days to 12 pm
Wednesday 17 August

i7 August Consultation period closed

2 September Final decision announced

At the close of the consultation period on 17 August, g tQta1 of 79 submtss\oprs had been
received from peopie in the three roles covered by the .{’jJ"O[3058| and other employees
across the Ministry. v

©

ed | ~'f:he future While feedback from childcare providers is not
, part oftthe cbnsu}tatlon process we were mterested to hear their perspective

The\ﬁ)fllowing sections address the commeon themes that came through in the feedback.
While it is not possible to respond directly to each individual comment, they have
provided a source of information that will be valuable in guiding us thraugh the transition
to the new structure and support our on-going work.

Our Changing Needs: Confirmation of Final Structure
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What was proposed

In the consultation document we proposed changes in three areas designed to ensure
that we are delivering our services in a way that best responds to the changing needs of
our clients and providers.

The changes proposed in the consultation document are summarised briefly below.

Childcare coordination

e« Centralising transactional work and customer service activity relatinéni;o"(:hiIdcare"")'
Assistance, and establishing 25 Centralised Processing Officers and ‘oné. Ser\nce 4
Manager based in Mangere to manage this work. < e

¢ Disestablishing the Childcare Coordinator role.
Tertiary student support

Work Track facilitation

« Disestablishing the Work Tr ‘k"\facmtatorm .as the Work Track programme has not

been offered for a number of years

Consultatjon "on change" ma nagement protocols

Alongside the reT ;a‘se of the < nsultatlon document, we also issued change protocols for
consulta ior

Qur Changing Needs: Proposal for Consultation
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What was decided

Overview of final decision

Submissions were considered by a panel over two days before reaching a final decision.
Panel members were:

« Te Rehia Papesch, Associate National Commissioner {chair)

« Lindsay Meehan, General Manager Centralised Services
e Graham Allpress, Manager Centralised Services
e Ski Wisnesky, Regional Director Bay of Plenty
« Jan Rata, Regional Director Taranaki

The sections that follow provide more detail on the feedba
and options considered under each area of the preposai

Childcare coordination
We received 49 submissions relating EB“"ChilnécaFe c6e ‘}eh Most of these were from

Childcare Coordinators. We did alsg hear from someother staff across the Ministry as
well, letting us know how they mteract‘W|th Cﬁi ""areCoordmators in their roles.

{ A

We also received 395 respehs ) m o’ar
service they receive at the “moment, oth, through Childcare Coordinators and from
Centralised Serwcesf“'We made follow>Up contact with some of these providers to help us
understand the Glffe‘reht ways theyheve’Contact W|th the Ministry at the moment and

chlldcare providers, giving us feedback on the

s the mpcrrtenceof the relatlonsh|p management and having a liaison point for
e‘f}c ‘deare pr@' |der s:and other external stakeholders

the‘ preferep_e\fbr ch|ldcare providers to have one point of contact

e th-e eﬂ‘éf\\fhat some services need to be provided face-to-face

ol the rlek of losing the expertise and local knowledge of Childcare Coordinators

the complex1t|es that still exist in Childcare Assistance policy and processes

e & concern over the ability of Centralised Services to handle additional processing.

Our Changing Needs: Confirmation of Final Structure
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The table below provides commentary on key
response to them.

themes from submissions and our

What you told us

Response/Options considered

Internal and external relationship
management

We received feedback that the Childcare
Coordinator role has not changed
significantly since the role was established.
The largest part of the role is relationship
management of childcare providers, which
is done face-to-face, by phone and by
email.

We heard both through submissions and
through feedback from childcare providers
that they prefer ane point of contact,
afthough the service provided and the
service desired does vary. Some providers
told us that they no longer receive a face- _ :
to-face service and that interacting by O
phone and email only is acceptable, ar‘td iR
some cases preferable. For providers, the
most important thing is being ab1e tb
access the information they ,need a ;I
resolve issues in a tlmely maf mj

1-(s* thet expert knowledge of
ssrstance and local knowledge

supportmg other parts of the Ministry,
partiedlarly service centre staff when
haviﬁyg conversations with clients about
moving intc employment.

Some activities were also identified that
you believed cannot be completed
centrally, including:

24

setting up new providers in our

We do agree that support for providers is
valuable; however, we think that the level
of support for providers and-clients that

<,

was originally required when»'thﬁlldcare_,
Assistance was first mtro ! : !
reduced and can be rovided in ;h{f_ ‘ eﬂt

'/ rela‘ GRS I} management with providers

"aS With Specialised Processing
Seryrces. It was also noted that while all

‘~-»_jfé<jions have Childcare Coordinators, there

are large areas within regions where
Childcare Coordinators are not located and
the functions of the role are still managed.

Although we think that the relationship
with providers can be effectively managed
from a central point, we do recognise that
the interactive element of childcare
coordination is extremely important, as is
access to a responsive service. Providers
may also need additional support to
transition to a new way of interacting with
us. We have completed a fuil validation of
the number of new positions that will be
needed in Centralised Services for
processing and to manage interactions with
providers. We have decided that additional
resources should be allocated, allowing for
processing and providing a point of contact
for providers, both through phone calls and
a centralised email.

Qur Changing Needs: Proposal for Consultation
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systems

e change of ownership

e cenftre closures

e« checking that centres are legitimate
business

¢ following up on licences.

Qutside of relationships with childcare
providers, we think that a number of the
relationship management functions
currently carried out by Childcare
Coordinators fall within other Service
Delivery roles, such as:

« Regional leadership currently has a
variety of ways of engaging with
community groups at a natlona[
regional and local level ‘

e Face-to-face client sfrv\ ‘s,' mcludmg

conversations amun; eériy chlldhxood
education, the_ /levant income:s bport
and assistance mte empIQyment
currenth+$ lethIn thec ]
manage &Rt func;ttcm “h“ “hcludes
mform/at 0 and a$5|stance for
' «;vuTnerabief i les and ‘working

- ﬁfjﬂefﬁ]also did not agree that the actions

identified as needing face-to-face contact
such as centres opening, closing and
changing hours cannot be managed
centrally.

A strohg ti‘@/ e dn. feedback was a concern
over the "‘b"lkrty of Centrallsed Services to

p;rq;ceséjfng were highlighted.

Centralising transactional work is in line
with the Ministry’s objectives,

We want to make sure that the transition
to a centralised model for applications is
smooth, for our clients, providers and staff.
So that our level of service is not
compromised, we have revisited the
number of Centralised Processing Officer
roles proposed and decided to increase this
from 25 to 39 with two Service Managers.
This will ensure that Centralised Services
have adequate resources to manage the
additional processing as well as the
interaction with providers.

So that we are confident that all new

Qur Changing Needs: Confirmation of Final Structure
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employees have received the training they
need and are confident in all childcare
products, we will also be offering a limited
number of transitional roles (12) until the
end of January for Childcare Coordinators
who have not been able to find other roles.

We are also currently undertaking a
programme of work to make it easier for
clients and providers to prowde us with the’,.
right information the firs{ tm)e This
includes developing a néw p'phcahon
form, improving the: information we have j
on our website and ";Iearmf’ormatlnn fer
clients and staff on What supportm
documentsf’need to be atta\che\d to

s‘s“i‘ét a n'ée

Final decision

0 ﬁb{compromise our level of service and to ensure a smooth
a5 staff are ’u-pli‘:skllled and trained in the full range of childcare products, 12
trans!t:onal/mles pmcessmg Childcare Assistance will be offered until 27 January 2017
for Chlldc/a/ g or‘dmators who have not obtained other work by 20 November 2016.

0 /CQordmators can indicate their interest in these transitional processing roles
through e Expression of Interest process or later by advising their Regional Director or
A‘réa Manager

Our Changing Needs: Proposal for Consultation
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Tertiary student support

We received 25 submissions relating to tertia

ry student suppaort. The vast majority of

these were from Studylink Officers Outreach.

Key themes of the feedback included:

s questioning of the proposed number of ro

@

(-3

response to them.

concern for current and prospective students if the face-to-face s

les in specific regions

concern over the loss of Qutreach services in specific locations

What you told us

Number and location of resources

While submissions generally agreed that
the demand for a specialised face-to-face
service for students has decreased over -
time, we received feedback that the <
proposed resource allocation was toos - }
much of a decrease. The remamlng stakf'f_;.?"‘
would not be able to cope Wlth/fhe

propoéed ocatloh of Outreach offices,
parthIarly whether & presence should be
retai ned 40 )t& Albert and Invercargill, and
it was Suggested that regions where there
is currently no Studylink Officer Cutreach
roie (Taranaki) or where student demand
is exfrémely low (Nelsan) should not be
allocated a position.

damaj‘ld and in resolution processing.

«Pr\acessmg from the student action queue

by ; tudyLlnk Officers Outreach has
-mcreased but this can now all be
managed by Centralised Services.

We recognise that some regions currently
have no Studylink Officer Outreach
position. However, the overflow is
managed by case managers, and we think
regions where there is currently no
dedicated resource would benefit from
specialist support, as and when required.

We do agree that the location of SLOs
within regions could be reconsidered.

While we do recognise the importance of
being able to offer services to refugees, to
support people with language barriers and
to provide guidance to beneficiaries
considering transferring to study, we do
not agree that reducing the numbers of
StudylLink Officers Outreach would
jeopardise this. There are currently many
sites that operate with no StudylLink

Our Changing Needs: Confi
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What you told us

Response/Options considered

presence, and case managers support
clients transitioning from benefit to study.
Additionaliy, there are other services
available to assist refugees and migrants.

Changes to position description

Feedback on the proposed changes to the
position description was varied. Some
supported the proposed changes,
particularly the inclusion of stakeholder
engagement, while some felt the changes
were significant and may warrant a
resizing of the role.

There was some concern that it is unclear
what the day-to-day functions of the role
would be if flexibility to work with other
client groups was included and that the

proposed resources may be inadequate if |
these functions changed drastically. S

We do not agree that the changes to the
position description are 5|gmﬁcant or that 3
resizing or a change to remuneraﬂon ‘
range will be required. Feopl"' /m the ro+e \
will not have an lncreased wofklo;;id d’ue to
changes to the pdsmon deSCFIptIO » ’

 The day-to-day fu nchons of. peop[e in the
role will no" "'hange materiaﬁyr under the
proposed po\ tlon descrtp_ti F‘,‘“ we

envi sage,that any hange‘WIll be minor,
and ?eedbaék lnd/fcate'd;that many

dyL nk Oﬁficers Qutreach are already
m‘[qumg With ‘othe - client groups when
"/mple providing support to
It ’\ ‘use or processing hardship

/ gfants " r;dzents receiving a main

iefit)” Additional training will be offered
where this is required.

“1"We also note that a ‘StudyLink Officer’ role
already exists in Centralised Services, so
have decided to amend the proposed
position title to '‘StudyLink Officer Regional
Services'.

Fma demsmn

The proposal

0T duce the number of StudyLink Officer Outreach roles from 49.43 to 20

from 21 No ‘mber 2016 due to a reduction in the need for this service is confirmed.
Roles, Wﬂl el _a{located to regions as proposed and Regional Commissioners will decide
the- SpeCIﬂC location of these roles based on demand for the service., Employees can
mdlcate the[r preferred location during the Expression of Interest process.

The proposed position description is confirmed, with the title amended to 'StudyLink
Officer Regional Services” to distinguish from *StudyLink Officer Centralised Services’.

Our Changing Needs:

Proposal for Consultation
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Work Track facilitation

We received three submissions relating to Work Track facilitation.

In general, these submissions provided detail on the functions that Work Track
facilitators have carried out since the Wark Track programme ceased.

The table below provides commentary on key themes from submissions and our
response to them.

rd .

What you told us ResponselOptions’@éﬁsidere/g[<ij-

Fulfilling case manager role

We received feedback that Work Track
facilitators still offer a specialised
appointment and seminar service aimed
at helping jobseekers into employment.
As Work Track facititators have been
performing the duties of a case manager,
it was suggested that they should be
offered reassignment to case manager
roles.

Work Track is na Iongermffered and has
not been for a number of(k ears As such

ices offered by
W,'fall within the

C . have primarily been facilitating
rminars and completing some case
_management since Work Track ceased.

| 'Because of this, it was agreed that people
in these roles who have a skills match
should be offered reassignment to case
manager roles.

Final decision
The proposal to disestablish the Work Track facilitator role from 21 November 2018 is

confirmed as the Work Track programme is no longer offered.

Where there is a skills match, Work Track facilitators will be offered reassignment to a
Case Manager role.

Our Changing Needs: Confirmation of Final Structure
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Summary of final decisions

What was proposed

What was decided

Childcare coordination

Centralise transactional and customer
service activity relating to Childcare
Assistance

Establish 25 new Centralised Processing
Officer roles and 1 Service Manager
rale in Centralised Services in Mangere
Disestablish the Childcare Coordinator
role

New structure to take effect from 21
November 2016

s Centralise transactional and customer
service activity relating to Childcare
Assistance

e Establish 39 new Centrallsed Processlng;
Officer roles and 2 Serv' Manager. |
roles in Centralised Ser cgs'm Mangere
from 21 November 20167 A

« Disestablish the Ch{lidcare Coordmater
role from 21" NOVember 2.016 .

e Offer 12 tranSItlonal r@Je untll 77
January 2017 for Childcare -

CGO(drn“aths who have nc«t obtained

ovémber 2016

Tertiary student support

€

Reduce the number of StudyLmk Ofﬂcer I

Outreach roles to 20 ¢
New structure to take effect erm 21
November 2016

N chankgé o proposal

Work Track facilitation

- /Disestablish the Work Track facilitator
role

Offer Work Track facilitators
reassignment to a case manager rale
where there is a skills match

Our Changing Needs:
Page
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What happens next

Key milestones

Date Milestone

2 September 2016 Final decision announced

2 September 2016 All vacancies published on Doogle
2 September 2016 Expressions.of Interest open

6-8 September 2016 Skills workshops

e

12 September 2016 Expressions-of Interest close/ R

10 October 2016

21 November 2016 The following chang tai?&é/?ect/\\'

. Dlsestabhshmght\of Wérk 'l:l:ack fauhfator role

. Red uctlon m mbgr of Studyjiimc Officer Outreach roles

. Estabh{s@ment\;o/f 39 Centrahsed Processmg Officer roles
and tw\cx‘Seryu:e Ma%agerimfentrahsed Services Mangere

. D}é‘"stabltsh/menfxof Qh\d\Care Coordinator role

27 January 2017 Eﬂd,date{for trfaps«;tﬁl\aﬂaj Work for Childcare Coordinators

ReaSSIgnment \'

Where it is possrblj,, employees |da fied as affected by the changes will be reconfirmed
into pOSItIOﬂS in: the new stmctur;e Where this is not possible, reassignment will apply.

of S table re SIQnment vacancies will be available on Doogle on Friday 2
Septembelj en\\he decision document is released to everyone. This includes new roles,
remammg roles where there has been a reduction in the number of positions in the roles,
and vacanmes in permanent roles.

We enccurage you to apply for suitable roles you are interested in through the
Expresston of Interest process. You will have until 12 September to express your inferest
in these roles.

There is more information on the reassignment process in the change management
protocols as well as in the Questions and Answers on the Our Changing Needs Doogle

page.
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Skills workshops

Workshops have been arranged to support people whose positions have been
disestablished. The waorkshops will cover completing the Expression of Interest form and
interview skKills.

There will be six workshops held around the country from 6 to 8 September. All affected
employees have been pre-booked into one of the workshops but can opt out if they do
not wish to participate.

Auckland Regional Office

Tuesday 6 September Wednesday 7/{_Sé=p‘tem‘b§r '

Time: 9am to 12pm Time: 1pm-to 4pm’

Wellington Regional Office
Tuesday 6 September

Time: 10am to 1pm

Waikato Regional Office
Thursday 8 September

Time: 9:30am to 12:30pr

“ble 24 hours a day, seven days a week.

This Servigé

Quefst i\:ans

If you have any questions about the new structure or the next steps in the change
process, you can talk to your Regional Director, Area Manager or Regional
Commissioner, or email ourchangingneeds@msd.govt.nz. If you are a union member you
can also talk to your union delegate.

A list of Questions and Answers is also available on the Our Changing Needs Doogle
page.
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