' MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATO WHAKAHIATO ORA

= & MAY 2017

Dear

On 22 December 2016 you emailed the Ministry requesting, under the Official
Information Act 1982, the following information:

o All information on quotas for MSD staff for prosecuting clients/beneficiaries,
clearing cases and recovering money from beneficiaries/ex-beneficiaries
accused of fraud. .

o All information regarding the recommendations and findings of internal
reviews carried out in the wake of Wendy Shoebridge's death.

On 10 February 2017, you were contacted by a Ministry advisor. It was agreed that
your request will be refined to provide the documentation from 2011 regarding the
information about fraud investigation.

As you may be aware, orders pursuant to Section 74 of the Coroners Act 2006 are in
place regarding the release of information about Ms Shoebridge and Ministry
employees, in-relation to the benefit fraud investigation concerning Ms Shoebridge.
These orders are made up of both interim orders and permanent orders. Information
that falls within scope of these orders is withheld under section 18(c)(ii) of the Act
which applies where a Coroner has prohibited the publication of evidence given at an
inquest.

Following Ms Shoebridge’s death in 2011, a comprehensive review into the
investigation that alleged Ms Shoebridge committed benefit fraud was undertaken.
The review confirmed that while the Ministry has good rules in place for investigating
benefit fraud, particularly where a vulnerable client is involved, tragically on this
occasion those rules were not followed. People have been held accountable where
appropriate.

Please find enclosed a copy of the internal review titled, ‘Wendy Shoebridge — Review
of Investigation’, dated 29 August 2011. You will note that some information is
withheld from the Review under the aforementioned sections 9(2)(a) and 18(c)(ii) of
the Official Information Act as well as the following sections:

e Some information is withheld under section 9(2)(ba)(i) of the Act as it is
subject to an obligation of confidence, and if released, could prejudice the
supply of similar information in the future. The greater public interest is in
ensuring that such information can continue to be supplied.
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e Some information has been withheld under section 6(c) of the Official
Information Act where making that information available would be likely to
prejudice the maintenance of the law, including the prevention, investigation
and detection of offences.

The Ministry does not have quotas in place for staff to meet when prosecuting clients
alleged of fraud and for the recovery of the money from these clients. Each staff
member’s workload is individually tailored to the complexity of the cases they
undertake — which range from the straightforward to the highly complex. As in every
job, there are performance measures in place to ensure our staff are performing to
the best of their ability, and that the team is sharing their workload equitably, but in
no way should this be misconstrued as a quota.

The Ministry has a responsibility to ensure that it is performing in line with the tax
payer’'s expectations. Other performance indicators and individual measures may
also be agreed between an employee and their manager. These may take into
consideration any regional or local strategies and initiatives the employee may be
participating in.

The Ministry has clear rules in place for staff working with vulnerable people like Ms
Shoebridge. An inquiry into the Ministry’s handling of Ms Shoebridge’s benefit fraud
investigation confirmed that while the Ministry has protocols in place for investigating
benefit fraud, on this occasion those protocols were not followed. To ensure staff are
clear about the protocols in place, and their responsibilities, the Ministry has
reviewed and improved these procedures and communicated these expectations with
staff.

Please find enclosed a copy of the Performance Development and Assessment
System issued to fraud investigators in 2010/11.

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

o 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

o 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 any attached documents
available to the wider public shortly. The Ministry will do this by publishing this letter
and attachments on the Ministry of Social Development’s website. Your personal
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 with us, please feel free to contact
OIA Requests@msd.govt.nz.
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If you are not satisfied with this response, you have the right to seek an
investigation and review by the Ombudsman. 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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Actions Taken
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Performance Development and Assessment System

Staff Member’'s Name: @ @

Position: : Investigator, National Fraud Eﬂﬁ@im\@{mit %
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Review Period: 01/10/2010 (@ I 011
72NN R

Employees Comments: W
=

<\>\
X8
QIR

AN

Managers Commen w &M
NN
&

M@b@\;@

(M@% (Staff Member)
?@?\)Qn‘ormance Review Completed:

‘Performance Review Agreed: Yes / No
(Refer to page 23 of the guidelines)

(Manager) (Staff Member)

Overall rating:




Ratings:

Needs Improvement

Key deliverable not met or
partially met, and
measure(s) not
demonstrated or partly
demonstrated.

Substantially Achieved

Key deliverable and
measure(s) is mostly met.
Considerable progress has
been made.

‘ Expectation Achieved

Key deliverable and agreed
measure(s) met.

Exceeded Expectation

Exceeded the key deliverable
and measure(s).

High Exceeded Expectation

Key deliverables and meaSy

h been exceeded or stfetch
el bles have beeivexseeded
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Investigations Output

required. Including:

Carry out and conclude all assigned investigations as

° Initiating the investigation and gathering of evidence
Conducting interviews

]

o Preparing reports with decisions and instructions

® Recommending appropriate penalties

® Negotiating satisfactory debt repayments S §é of 8 cases cleared per month =
eeded

Self Assessment:

Manager’s Com@

Rating:

timefram

jations are completed as quickly and
ly as possible.
are completed without unnecessary delays.

o  Timeliness expectations:

I}

85% of cases are cleared within 6 months
Met

90% of cases are cleared within 6 months
Exceeded

95% of cases are cleared within 6 months
High Exceeded




Self Assessment:

Manager's Comment:

Rating:
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Investigation Quality

Undertake all assigned investigations to require
quality standards:
° Investigations meet required quality standards

v
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fecking reg & ati
age mont @ acy of 95% = Met
: eCuracy of 97% = Exceeded
n

accuracy of 99% = High

Self Assessment:

Rating:

igations resulfing in an
savings will meet
investigation with both an

The p rtion of jn
overpay DS
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e The expected strike rate for overpayments is:
—  50% = Met
— 60% = Exceeded
—  70% = High Exceeded

Self Assessment:




Manager’'s Comment:

Rating:

Actual Overpayment Established

The total of fraud debt established will meet expected

standards:

o Cases are fully investigated and fraud is dealt with
appropriately.

o Investigations are cost effective

®

Self Assessment:

Manager's Comment:

Rating:
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Prosecutions

>

aptional fraud Ssessed
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Reasons are documented for cases not prosecuted

Cases prosecuted meet the prosecution criteria in

MAP

Process map and legal templates adhered to

Defended hearing process well managed

Prosecution referral expectations:

—  An average of 1 case referred per month = Met

—  An average of 1.25 cases referred per month =
Exceeded

—  Anaverage of 1.5 cases referred per month =
High Exceeded

SeMssment:
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Ratings:

Needs Development Competent

Demonstrates the appropriate
behaviours.

Does not always or inconsistently
demonstrates the behaviour when
needed, or tries to demonstrate the
behaviour but some aspects

are missing.

Strength

Always demonstrates the highest
standards of behaviour across all
situations and is a role model for
others.

People Skills
Demonstrates strong interpersonal skills.

e is confident when working with clients and colleagues

e {reats all people with dignity and respect

e demonstrates an understanding of the views, beliefs, culty
others

e demonstrates the ability to work positively with others 3
o stays calm, objective, and positive during difficult gifa
e demonstrates the ability to resolve conflicts. &
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Communication Skills

Communicates clearly and fluently across all forms of communication.

o tailors communication to the target audience, preparing adequately and utilising appropriate resources

e communicates clearly and simply (verbally and in writing) using appropriate grammar, style and
language

e s able to simplify complex issues when required

o questions in detalil, listens actively, and reserves judgment until all necessary information is extracted in
order to understand the situation

Self Assessment:

LN
Y =
Manager’s Comment: g % @@ating:

e e © o e
=)
=
«©
=
[
[}
]
—
(e}
«Q
(e}
—
=0
(o)
[

identifies, develops 58% I
works in partnershi ;
and avoid duplication

o has the respechdtof
contribut akds a positiv

%hlé
values, nee nd aspirations of potential partners while successfully representing

er’s Comment: Rating:




Maximising Knowledge and Application

Uses all resources available in order to deliver successful outcomes.

e keeps knowledge of relevant business group specific and MSD products and services up to date and
shares this knowledge with others

coaches colleagues through errors to ensure that future mistakes are avoided

)

e understands and applies all relevant policies, guidelines and standards

o positively supports and accepts new processes

o demonstrates the ability to self source information

o actively seeks out opportunities to increase knowledge and learn new sid nd applies gained
skills appropriately

e is solution focused, applies a structured approach to problem solving appropkiate techniques to

resolve issues /2 m
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Public Service Integrity

Is committed fo serving the people of New Zealand with honesty and integrity.

o communicates openly and honestly with others .

inspires trust in others, and behaves fairly and ethically at all times

respects the confidentiality of client and Ministry information

demonstrates and applies an understanding of the Ministry’s vision, purpose and values
adheres to the Ministry’s Code of Conduct

models the highest standards of public service behaviour and probity

always acts to enhance the Ministry’s reputation '
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Assign a final overall rating of performance. Equal weighting is usually given to the deliverables and success
factors. Apply the rating that most closely matches the overall contribution.

Needs Improvement

Does not achieve all key
deliverables, and success
factors are predominately
‘Needs Development'.
Action must be, or is being
taken to improve
performance.

Expectations Achieved

Key deliverables are
predominately ‘Expectation
Achieved’ and success
factors are predominately
‘Competent’. A strong
contributor.

Exceeding Expectations
Exceeds most key

deliverables and success

Contribution is viewed a
very strong with some

factors are a mix of >
‘Competent’ and ‘Strength’<

notable achievern/eé

Qutstanding

Exceeds all key
deliverables and 4
success factorg' a

Key Successes and Highlights:
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Identify and record the agreed development opportunities and assistance required to achieve your key
deliverables, success factors and personal development. Agree with-your manager: what action is to be
taken, who is responsible, and when it will happen. Revisit this plan regularly with your manager during
coaching sessions, update or add to it as necessary, and record when an action has been completed.

°

®
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Areas for development

On the job development/
assistance required
Knowledge and Skills required
to perform role

Tools required to perform role
Development/Assistance
towards Future Goals

Link to:

e Key Deliverable
e Success Factor
e Career Goal

Agreed action
responsibilities

Who will do it?
By When?

Date
Compl
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