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Date: 12 May 2020 Security Level: IN CONFIDENCE

To: Hon Carmel Sepuloni, Minister for Social Development

Mitigating the social impacts of COVID-19

Purpose of the report

1  This report outlines the anticipated social impacts of COVID-19, the groups who are
likely to be most adversely affected and work underway across government social
sector agencies to mitigate these impacts and improve wellbeing.

Executive summary

2 As part of the All of Government (AOG) efforts to respond to COVID-19, the Ministry
of Social Development (MSD) has undertaken a Rapid Evidence Review (the Review)
on mitigating the immediate and medium-term social and psychosocial impacts of
COVID-19. The brief was undertaken in consultation with social sector government
agencies and with MSD’s Chief Science Advisor, Professor Tracey MclIntosh.

3  The Review shows that COVID-19 will likely exacerbate inequalities already
experienced by many socio-economically disadvantaged groups, as seen in other
pandemics, such as Maori and Pacific communities, and disabled people. There are
also new groups that will be affected (people who will be in isolation for prolonged
periods such as older New Zealanders, people who enter quarantine or self-isolation
quickly or'unexpectedly, and people whose ethnic origin make them susceptible to
racism-or discrimination). There is also a group of people who are experiencing
sudden, significant economic hardship for the first time, or are likely to as
unemployment rises.

4~ Many of these social impacts are long-term and early AOG monitoring of social
impacts (Presented weekly to the Social Wellbeing Committee (SWC)) shows that
impacts are yet to fully emerge to the levels suggested by the Review. As such, there
is a need to closely monitor these social impacts to ensure that the mechanisms in
place are effective and that any emerging gaps can be identified and responded to.

5 - There is also an opportunity to make more lasting change to address enduring social
issues. The experience of recent months, and including events in 2019, shows that
the Government can move quickly to implement a range of measures and supports
when it is critical to do so. The COVID-19 pandemic has also highlighted the ability of
NGOs, iwi, and Maori and community groups to respond to the needs of their local
communities. This ability to work responsively and collaboratively in a time of crisis
raises questions about what can and should be achieved under normal circumstances.

6  As Chair of SWC, you have an opportunity to test the Government's wellbeing agenda
in light of these anticipated social impacts to ensure that priorities are in line with the
areas of greatest need and that we capitalise on the innovation already underway to
achieve lasting change.
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Recommended actions

It is recommended that you:

1 note the findings of the Rapid Evidence Review on the immediate and medium-term
social and psychosocial impacts of COVID-19
2 note that many social impacts will take time to emerge but monitoring activity is
beginning to highlight areas requiring focus
3 direct the Ministry of Social Development, in collaboration with relevant agencies
and the All of Government Caring for Our Communities workstream, to prepare a
Cabinet paper for the Social Wellbeing Committee, providing an overview of the
social impacts of COVID-19
YES / NO
4 agree to circulate a copy of this report to relevant social sector Ministers for their
information.
YES / NO
Nic Blakeley Date
Deputy Chief Executive, Ministry of Social
Development
Hon Carmel Sepuloni Date

Minister for Social Development
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Background

7

10

As New Zealand moves out of the immediate response to COVID-19 and looks ahead
at economic and social recovery, many government agencies are working to
understand and prepare for the social impacts of the COVID-19 pandemic and its
associated restrictions during lockdown. As the pandemic has evolved, it has become
clear that the response to support New Zealand’s communities requires a unique and
prolonged approach.

The Caring for our Communities workstream was established in early March 2020 as
part of the AOG response to COVID-19 to ensure the welfare needs of individuals,
whanau, iwi and communities are met during the COVID-19 pandemic. They have a
particular focus on ensuring our priority communities are well supported.'’

In addition to this report, Caring for our Communities has prepared a report back on
how welfare support for vulnerable communities will be transitioned from the
immediate emergency response led by Civil Defence Emergency Management (CDEM)
to the long-term recovery led by the relevant social sector agencies (REP/20/5/494).
That report informs you of the plan to transition responsibility for CDEM's welfare
functions to key social sector agencies, alongside iwi-and community partners, and to
seek your feedback on a proposal to transition to centrally—enablecf, regionally-led
COVID-19 recovery models.

This report on social impacts puts forward an approach to'understanding and
responding to the needs of priority populations. This approach can contribute to a
national framework for regionally led responses to COVID-19, tying in with SWC,
Regional Public Service Leads and other relevant work streams including social
inclusion. As SWC Chair, you have an opportunity to test the Government's welibeing
agenda in light of these anticipated social impacts and ensure that priorities are in
line with the areas of greatest need. There is also the opportunity to make more
lasting change to enduring social issues.

The social and psychosocial impacts of COVID-19 are interlinked
and will likely have cumulative effects

11

12

As part of the AOG efforts to respond to COVID-19, MSD has led the development of
a Rapid Evidence Review (the Review) on mitigating the immediate and medium-term
social and’ psychosocial impacts of COVID-19. The completed evidence review,
attached as Appendix One, considers both the immediate and medium-term social
and-psychosocial impacts of COVID-19 and discusses a range of mitigation options.
The brief was undertaken in consultation with social sector government agencies and
with MSD'’s Chief Science Advisor, Professor Tracey MclIntosh.

The 'Review outlines four key areas of social impact:

12.1 the impacts of social disconnection, isolation and crowding - the negative
psychological effects associated with containment measures include poor mental
health outcomes including post-traumatic stress disorder (PTSD), depression
and anxiety. These effects are likely to be exacerbated by additional stressors
such as financial loss, and could continue for several years. Those who extend
household isolation (due to age or underlying health conditions, for example)
may experience enduring impacts of social disconnection, loneliness and
household stress.

12.2 impacts on mental health - the pandemic may increase the incidence of a
range of mental health conditions, especially anxiety, depression, PTSD, and

1 Caring for Communities is overseen by a governance group of chief executives the Ministry of Social
Development; The Office for Maori Crown Relations - Te Arawhiti; Oranga Tamariki; Kdinga Ora; Ministry for
Pacific Peoples; New Zealand Police (the Deputy Commissioner: Maori, Pacific & Ethnic Services, not chief
executive); National Emergency Management Agency; and Te Puni Kokiri.
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substance use disorders. Suicide risk may also be increased. Increases in
unemployment are likely to lead to increases in material hardship that may lead
to poorer mental health and stress.

12.3 impacts on family violence and sexual violence - elevated risk factors
during lockdown include the use of unhealthy coping mechanisms by
perpetrators (e.g. substance abuse); controlling behaviours and violence in
response to containment measures; and the lockdown disrupting protective
social networks and hindering a victim's ability to leave abusive situations. In
the longer term, prolonged economic stress and persisting adverse effects of the
pandemic on mental health may increase rates of family violence.

12.4impacts on child wellbeing and development - immediate impacts are
largely associated with children being confined to their household, having their
school and recreation routines disrupted, and not having access to all the social
supports that schools provide. Their impacts are also affected by how COVID-19
impacts on their family and whanau’s circumstances. Many of the social and
psychosocial impacts on children are likely to manifest in the medium and long-
term, and the immediate risk of increased exposure to violence and abuse has
medium and long-term consequences. Children-who experience material
hardship have worse cognitive, social, behavioural and health outcomes both
during childhood and into adulthood. The number of children experiencing
material hardship is expected to increase.

13 The range of social and psychosocial impacts of COVID-19 may be interlinked,
compounded by economic impacts such as job loss, and may have cumulative effects.
The image below demonstrates the interconnectedness of these impact.
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Social impacts from COVID-19 are likely to differ across groups and
some new groups will be impacted

14 The Review highlights that the immediate and medium-term social impacts of COVID-
19 will be particularly severe for already disadvantaged population groups and risks
compounding existing socio-economic divides. Groups who have experienced
prolonged periods of socio-economic inequity include Maori and disabled people2.
These groups have often been the focus of social sector activity and the hardship
they have already experienced — particularly in the context of social welfare, housing
and employment - is likely to be exacerbated by COVID-19.

15 There are also new groups who will be affected by the specific characteristics of the
COVID-19 pandemic. These include:

15.1 People affected by prolonged isolation — this group will-include older people,
people with underlying health conditions (including mental health conditions and
addiction) and some disabled people who are self-isolating because of the acute
health risks associated with acquiring COVID-19 and people who care for them.
These groups may experience psycho-social impacts associated with prolonged
containment measures.

15.2 People affected by unexpected/involuntary quarantine — this group includes
people who are required to quarantine themselves because they have come into
contact with a confirmed or suspected COVID-19 case, and returning New
Zealanders placed into mandatory quarantine. These populations may
experience psycho-socialiimpacts associated with enforced containment.

15.3 People whose ethnic origin make them susceptible to racism and discrimination
- Chinese and East Asian ethnicities may be targeted due to the origins of
COVID-19. Previous pandemics, such'as Ebola:and SARS, have shown that fear
and anxiety fuel discrimination that may manifest through blame, shunning or
isolation, and lead to racial abuse and hate crimes.

16 Another new group impacted by COVID-19 are people experiencing sudden significant
economic hardship,’or who are likely to do so in the coming year as unemployment
rises, and who have not previously engaged with social welfare services. It is likely
that the significant income disruption for many New Zealanders will make it harder to
meet their current and future financial obligations, including servicing debts and
saving for retirement. According to the OECD, even before COVID-19, 53 per cent of
New Zealanders did not have sufficient liquid assets to live above the national relative
income poverty-line?® for three months if their income were to suddenly stop;
significantly worse than the OECD average.

17 Young people who have recently entered or are about to enter the labour market for
the first'time are, as group, particularly at risk from the economic downturn and
unemployment. Early analysis of the recent growth in JobSeeker grants shows a
concentration in growth for people in their 20s, many of whom had not previously

2 Disabled people may be impacted by events that are specific to the COVID-19 pandemic, such as risks to the
financial long-term viability of disability providers who provide essential services (e.g. care and support) as
they reconfigure services, or have to close, and/or let staff go. Disability employment providers, including
Business Enterprises who rely on the sectors hit by COVID-19 to employ disabled people, have also been
impacted and this has led to redundancies.

3 Relative income poverty is defined as a disposable income below half the national median. OECD. 2020. How’s
life? 2020. Retrieved from https://www.oecd-ilibrary.org/docserver/9870c393-
en.pdf?expires=1587873897&id=id&accname=guest&checksum=0DFC9253E60C7D550CEA9A78A38056AE
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engaged with the welfare system.? This trend is likely to continue as the economic
impacts from COVID-19 grow.

18 This experience of the labour market is also coupled with a noticeable increase in
mental health concerns for young people. Youthline COVID-19 Research showed that
72.7 per cent of respondents to a COVID-19 specifically commissioned survey aged
25 and under agreed that COVID-19 and the Lockdown has had an impact on their
mental health. This is comparatively higher than for older age groups surveyed.®

19 Many older people are also at risk of financial hardship as a result of the economic
downturn. Older workers who become unemployed tend to spend longer out of the
workforce than younger workers.® The value of assets and income from investments,
on which many older people depend on to supplement their New Zealand
Superannuation (NZS), have also fallen significantly in many cases.

20 There is also likely to be considerable intersectionality among these groups, and
priority populations will include people with a mix of characteristics (such as
ethnicity, gender and age) that were themselves indicative of certain risks prior to
COVID-19.

21 Common risk factors shared by many of these groups include:

° increased likelihood of experiencing social and economic adversity such as low
income and poverty (including in-work poverty)

o disproportionate experience of the impacts of mental health and wellbeing
o disproportionate experience of the impacts of economic downturn and recession.

22 Despite this intersectionality, the Review outlines that interventions need to be
tailored because a one size fits all approach has been shown not to be effective and
may further exacerbate persistent health and socio-economic inequalities.

Many social impacts will take time to emerge but monitoring activity
is beginning to highlight areas requiring focus

23 The full economic impacts of the pandemic are only starting to take effect and social
impacts for many will not begin to manifest until after we move out of the higher
alert levels and the prolonged economic impact begins to take hold. Estimates
released by Treasury show that even in an optimistic scenario, where we spend a
relatively short period moving down through the alert levels, could see
unemployment peak at 13.5 per cent (currently estimated by MSD to translate into a
peak of 327,000 people on Jobseeker support).

24 Evidence tells us we won't be able to see the full range of impacts straight away.
There are a number of reasons for this, such as that the containment measures of
Alert Levels 3 and 4 prevent people from seeking out sources of support, and
temporarily hide some impacts from the public and government agencies. For
example, many of the societal 'eyes' - teachers, General Practitioners, Emergency
Services, neighbours, social workers and NGOs - have fewer opportunities to have
visibility of issues such as children at risk of family violence and sexual violence. This
means that normal monitoring channels are currently unavailable and the conditions
for social harms grows.

25 Despite these limitations, we are starting to see some of the anticipated issues
outlined in the Review emerge in information collected, including from the social
impact monitoring that MSD has begun as part of the AOG work to monitor the broad

4 This group’s share of new grants increased from 38% to 45% during the lockdown compared with the same
period in 2019. (The shifting composition of Jobseeker work-ready grants during lockdown, MSD, May 2020)

5 Youthline COVID-19 Research, Report of Results April 2020

8 Older workers are generally defined as those aged 50 and over.
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range of impacts of COVID-19. As you know, this AOG reporting provided to
Ministers, through SWC on a weekly basis, is based on a set of indicators that will
enable us to monitor social outcomes that are of particular concern, including:

25.1 Financial and material wellbeing/hardship and the extent to which families are
able to meet their basic essential needs, including receipt of financial assistance
from MSD, wage subsidy take-up, foodbank demand and self-reported financial
hardship. This will be exacerbated by the need to service pre-existing debts,
such as car loans.

25.2 Physical and mental health including indicators of anxiety and depression, calls
to mental health and drug and alcohol helplines, police call-outs relating to
mental health and suicide, and self-reported physical health.

25.3 Safety and security, including a strong focus on family and sexual violence
including calls to family and sexual violence helplines, Police family harm
investigations, and Oranga Tamariki reports of concern.

25.4 Social connections including indicators related to digital access, relationships
with family and friends, and loneliness.

The recently established COVID-19 Mental Health and-Wellbeing Survey being run by
the Ministry of Health is also a key data source. This surveys over 300 New
Zealanders per day, with the potential to report selected indicators on-a daily basis,
as well as monitoring trends over time during the lockdown period (e.g. deterioration
in mental health). Although the Office for Disability Issues has begun a weekly survey
to check in on disabled people during this period, there is a'lack of data on the needs
of disabled people and the measures required over the longer term.

In addition to official statistics, we are starting to receive qualitative information from
providers and community groups that tell the story of what is being experienced on
the ground. These insights are an important addition to quantitative data.

A copy of the social impact segment from the AOG monitoring report, based on the
available information,\is provided in Appendix Two. As anticipated, it demonstrates
that many economié impacts have become evident more quickly than social impacts.
Income-related impacts onfood security, for example, are immediately visible, while
data on personal safety appears to confirm that there may be delays in reporting and
visibility-of these impacts.

We will continue to monitor these social impacts closely and as more information
becomes available. For example Treasury, in collaboration with MSD, Stats NZ and
the Social Wellbeing-Agency, are working to explore the potential to bring a wellbeing
approach to'data collection and monitoring though the economic recovery by utilising
the Living Standards Framework.

It is important that we stay close to information coming to us in order to understand
the lived reality of communities and priority populations. Without understanding this
reality, we cannot prepare and respond effectively to emerging needs.

There is considerable activity across government to mitigate social
impacts consistent with the evidence of need

31

As part of the immediate response, many government agencies have embarked on
activities to mitigate the immediate social impacts associated with the lockdown
period. These activities include:

o a national psychosocial and mental wellbeing recovery plan, supported by
Government's investment of $15 million in public messaging about wellbeing,
suicide prevention and alcohol and other drug use; digital and app-based self-
help tools and resources; and expansion of telehealth supports (Ministry of
Health)

o establishing a 'Network of Networks' to support priority groups (Caring for Our
Communities workstream, supported by MSD and other government agencies
and social services organisations)

Mitigating the social impacts of COVID-19 7
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o boosting crisis support services for family violence, including managing phone
lines, meeting additional demand for services, and helping women and children
access alternative accommodation should refuges be full (MSD, Joint Venture on
Family Violence and Sexual Violence)

o boosting funding to financial support services such as the MoneyTalks helpline
(MSD)

o funding to support community resilience via community groups, providers, and
NGOs, who are often best placed to meet the immediate needs of their
communities (MSD, Department of Internal Affairs)

o work to support the wellbeing of prisoners, for whom social distancing measures
in prison can mean disruption to recreation time, health services (including
mental health), parole hearings and visits from family and friends — work is also
underway to support people released from prison during lockdown (Corrections)

o finding accommodation for rough sleepers or homeless people in accommodation
such as night shelters who were not able to practice social distancing, making
them especially vulnerable to COVID-19 (MHUD, MSD, MBIE and others)

. mobilising and pivoting Whanau Ora to provide support ranging from care
packages to more complex navigational supportas economic and psychosocial
pressures increase (Whanau Ora Commissioning Agency).

It is worth highlighting that some initiatives undertaken:.in response to COVID-19 are
likely to result in positive social impacts.in the long run, such as the provision of
digital connection for school-aged- children. Other initiatives provide a unique
opportunity to address perennial issues deemed impossible or unfeasible such as the
housing of rough sleepers and homeless at alert levels 4 and 3.

The collaboration that we have seen to date - particularly from iwi,
communities and NGOs - will be a critical component of the
ongoing response and recovery efforts

33

34

35

36

Communities have mobilised rapidly in response to the crisis, including ensuring
public health messaging is-practically explained and translated where appropriate,
standing up community testing stations (e.g. South Seas Health Care and Kaitaia
Testing Stations), preparing and delivering essential goods packages (e.g. Whanau
Ora-Commissioning agency-led hygiene, care and food packages); and ensuring
supports to maintain-community resilience remain available (e.g. Vodafone and Spark
have reached out tothe government to ensure the right websites are zero-rated and
low-cost internet options are available).

The contributions of our Treaty partner are particularly worth highlighting. Maori (and
Pacific peoples) have historically suffered a disproportionate impact from influenza,
both during early contact with Europeans, and in the 1918 epidemic. Together with
contemporary high-risk factors, this means Maori leadership is especially focused on
a proactive public health response and management of ongoing economic and social
impacts.

Many iwi have played a significant role in supporting Maori within their respective
rohe, showing agility to mobilise and organise effectively as well as being better
connected than government to hard to reach individuals, households, and
communities. The immediate focus has been to ensure that whanau have access to
essential services and supplies. Maori communities are responding to COVID-19 and
the long-term underlying issues both conventionally, and through the Maori world
lens of “protecting the whakapapa”. It is important, though, to note that not all
communities are equally resourced to mobilise in the same manner. Daily iwi/Crown
engagement has meant quick cut through on issues and that the Government COVID-
19 response (including the specific Maori funding package) can incorporate iwi
concerns.

As we prepare for the reset and revitalise phase of the economic and social response
to COVID-19 there is an opportunity to build on efforts of the immediate response.

Mitigating the social impacts of COVID-19 8
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Such an approach would mean not returning to the ‘Business as Usual’ mentality, but
rather transitioning to a new approach that capitalises on the ingenuity and
collaboration of the past two months in the way government works across New
Zealand, including:

36.1in partnership with iwi and Maori communities - the Iwi Chairs, through Te
Arawhiti, have been clear that they want to be a partner in planning and local
decision-making that affects their people and rohe. A redoubling of efforts to
reset the Crown’s relationship consistently across all iwi and Maori communities
who seek partnership is critical, or we risk losing any gains made over recent
years to reduce inequities.

36.2 through nationally enabled, but locally led change - the transition from the
immediate emergency response led by Civil Defence Emergency Management
(CDEM) to longer term recovery led by the relevant social sector agencies,
presents the best opportunity to put into practice the objectives of the Public
Service Reforms to improve the way central government works in order to
promote integrated services and support regions to set priorities and drive
change.

36.3in collaboration with the NGO and philanthropic sectors — the immediate
response to COVID-19 required government agencies to work with providers in a
flexible and streamlined manner to address urgent community needs; putting
the Social Sector Commissioning work programme straight into practice. There
is an opportunity to maintain that momentum and realise a future vision for how
the different parts of the social sector can work together on a shared
commitment to driving innovation in services to achieve outcomes.

There are opportunities to oversee the Government's wellbeing
agenda in light of the anticipated social impacts of COVID-19, and to
make lasting change to enduring issues surrounding social wellbeing

37

38

39

40

41

42

As New Zealand moves out of the immediate response to COVID-19, it is clear that
efforts to mitigate social impacts and support New Zealand’s communities require a
unique and prolonged approach.

Working to mitigate these social impacts provides us with the opportunity to adopt
some of the mentality and innovation used while responding to the immediate
COVID-19 crisis and continue making lasting change to enduring social issues such as
homelessness and insecure housing, family violence, suicide, child poverty, poor
mental health and the inequalities that have long persisted. The experience of recent
months, and including events in 2019, shows that the Government can move quickly
to implement a range of measures and supports when it is critical to do so. This
ability to work so responsively and collaboratively in a time of crisis raises questions
about what can and should be achieved under more normal circumstances.

In your role as SWC Chair, you have the opportunity to oversee the Government'’s
priorities and wellbeing agenda in light of the anticipated social impacts of COVID-19
and ensure that responses are evidence-based and tailored to the needs of
communities. Effective post COVID-19 recovery will require a continued collaborative
approach and up-to-date information on social impacts as they emerge.

The table at Appendix Three provides additional information about what
government agencies are hearing from across their own networks and also outlines
further opportunities to consider a re-balancing of programmes mitigating the
medium-term social impacts across different population groups.

We propose that you direct MSD in collaboration with relevant social sector agencies
and the Caring for Our Communities workstream to prepare a Cabinet paper, in
conjunction with the All of Government Caring for Our Communities workstream, that
provides an overview of the social impacts of COVID-19.

This approach could assist in setting the scene (acting as a ‘chapeau paper’) for
further analysis of the social impacts of COVID-19 on particular cohorts and cross

Mitigating the social impacts of COVID-19 9
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cutting themes. We would expect a tailored paper for SWC would provide an overview
to be followed by more focused reports on mitigating social impacts on particular
cohorts and cross-cutting themes, presented by the relevant Ministers. These reports
could include:

42.1 child and youth focused analysis and advice in line with the Child and Youth
Wellbeing Strategy (CYWS), with advice on how to respond to new needs and
community partnership opportunities, including actions that could form part of
an Oranga Tamariki Action Plan (OTAP). The OTAP is itself an action under the
CYWS that will set out a plan by children’s agencies for improving the wellbeing
of the core populations of interest to Oranga Tamariki.

42.2 homelessness and housing, including more co-ordinated services and
supports for people across the lower end of the housing market with a focus on
a sustainable housing solution.

42.3the psychosocial response and recovery planning led by the Ministry of
Health as well as the whole-of-government response to the Government Inquiry
into Mental Health and Addiction.

42.4 an update on the efforts of the Joint Venture for family violence and sexual
violence, including those actions needed to ensure the right supports and
services are available, including actions on the prevention of family and sexual
violence.

42.5responding to the needs of Maori, with reference to COVID-19 exacerbating
long-term underlying issues, and a work programme to include a focus on
community resilience and economic sustainability.

42.6 a report on disabled people, which will focus on the accessibility work
programme to support disabled people and other population groups through the
COVID-19 period and beyond (currently anticipated for June).

43 These additional reports to SWC would provide more detail about the known social
impacts as they continue to emerge, the main community and government
responses, particular areas of concern, and what work can be galvanised to bring
about more lasting change.

Next Steps

44 We will provide you with further briefings and an opportunity to discuss this report
with officials at your next meeting with MSD Officials in the week of 18 May.

45 If you consider a chapeau paper to SWC of value, we can have a paper prepared for
you to circulate for Ministerial consultation this week and consideration by SWC in
late May.

46 A copy of this report will also be circulated to members of the Social Wellbeing Board
for noting for its meeting of 20 May 2020.

Appendices

Appendix 1 - Rapid Evidence Review on mitigating the immediate and medium-term social
and psychosocial impacts of COVID-19

Appendix 2 - Social Impacts section of the AOG Weekly Monitoring Report (5 May 2020)
Appendix 3 - Activities and social impacts by population group

File ref: REP/20/5/513

$19(2)(a) OIA

Author: Senior Analyst, Policy Group

Responsible manager: Laura Crespo, Acting Director Strategic Issues & Investment
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MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATU WHAKAKIATO ORA

Date: 27 May 2020 Security Level: IN CONFIDENCE

To: Hon. Carmel Sepuloni, Minister for Social Development

Treatment of redundancy payments - update

Purpose

1 This report provides an update on our investigation into the treatment of redundancy
payments.

Recommended actions

It is recommended that you:
1 Note we have found no systemic issue in how MSD have treated redundancy payments

2 Note that our policy guidance, training and IT system is accurate and reflects the Social
Security Act 2018 (the Act) and Social Security Regulations 2018 (the Regulations).

3 Note that a sample of cases have been reviewed and a small number of errors have
been found.

4 Note the actions MSD will take to address previous errors and mitigate the risk of further
mistakes which includes clarifying our core MAP guidance and carrying out internal
communications to staff to ensure staff know how to treat redundancy payments

5 Note that MSD has developed a process to manage queries from people who contact us
if they believe their entitlement or commencement date has been incorrectly assessed

6 Note that MSD is reviewing 355 queries that we have received (as at 25 May) in relation
to the treatment of redundancy payments

7 Note that we will provide you with an update on our progress in July.

2P/8/2020

Date /

Hon Carmel Sepuloni Date
Minister for Social Development

The Aurora Centre, 56 The Terrace, PO Box 1556, Wellington - Telephone 04-916 3300 - Facsimile 04-918 0099



Background

2 On 15 May 2020 we provided you with a report which outlined why we do not believe
there is a systemic problem with how MSD treats redundancy payments. This was based
on the fact that our policy guidance, training and IT system is aligned with the Act and
Regulations [REP/20/5/532].

3 The report also included findings of a small sample of 38 cases where some errors were
found, but showed that generally, decision making was consistent with our policy
guidance, and that it reflected the rules in the Act and Regulations.

Updated sample and findings

4 MSD has reviewed a further random sample of 185 client files where there was potential
for a redundancy payment to be assessed incorrectly.

5 Of the 185 client files reviewed, 2.7 percent were found to be incorrectly assessed:

e 56 clients (30.3 percent) received a redundancy payment

e 51 of the 56 clients (91.1 percent) did not have their redundancy payments
included when determining entitlement or commencement.date, and therefore
were assessed correctly

e 5 of the 56 clients had redundancy payments included in the assessment of their
entittement or commencement date and therefore have been incorrectly
assessed.

6 The findings of this updated sample reiterate the findings from our earlier report. For
the majority of cases we sampled, MSD are following the rules and there is not an issue
with the treatment of redundancy payments.

7 For the 5 cases from our updated sample that have been incorrectly assessed, we will
investigate further, and any errors wil be addressed.

Next Steps

8 MSD has discussed the issue\and findings with the National Benefit Advocates and
Community Law, and will contintie to work with them as this work progresses.

9 We will address any errors that are found in cases that come to our attention and
mitigate the risk of further mistakes, We will prioritise those people who are currently
on benefit.

Process for correcting errors

10 MSD has implemented a process to manage queries in relation to the treatment of
redundancy’/payments.

11 The process includes a form which a person can complete if they think MSD has made a
mistake in their benefit calculation with respect to redundancy payments.

12 The process, form and key information explaining exactly how redundancy payments
are treated will be available on our website by the end of the week.

13 As at 26 May, MSD has received 355 queries which we are working through. We will
provide an update on progress in July.

Clarifying MAP

14 We are preparing improvements to our core MAP guidance. An extensive review of our
core policy guldelines confirms that the information available to staff accurately reflects
the rules, however we will be improving the structure and flow of information to provide
the highest degree of clarity to staff. A consolidation of all the information into one
place is also underway. This will ensure staff will know exactly how to treat redundancy
payments, so to minimise any further errors.
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Website content

15 We have reviewed our website content and ensured it accurately reflects policy and
current rules. We will update our website with information relating to the process, form
and key information.

Stakeholder communications

16 Internal communications will be issued to staff with information clarifying the rules and
policy relating to the treatment of redundancy payments. The communications will also
include details on the process, form and key information to manage the queries we
receive.

17 We will work with your office on our communications to external stakeholders.

REP/20/5/558
Author: 9(2)(a) - Lead DCE Advisor, Service Delivery

Responsibie manager: Dr Simone Buil - Director DCE Office, Service Delivery

Treatment of redundancy payments - update 3
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MSD's focus is on ensuring the following essential services continue:

o delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

» redeployment of workers into essential services, and

e ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

| MSD Critical Workforce Demand Summary
| MSD continues to process large volumes of applications, calls, appointments
and online traffic.

We are making good progress in processing wage subsidies.

As at 29 April:

543,952 applications for Wage and Leave Subsidies. (smee 16 March)
Of these, 430,745 have been approved, supportmg 1 709 048 people
$10.541b subsidy applications paid

There are 7,492 applications pending ~

N
TN,

,\_‘ N o\

e

| o 23,404 calls were answered across Wm‘k and Income, Seniors, Studylink,
Housing and Wage subsrdy eontact centres

| ® 97,451 logins to MyMSI onlme semce

| As at 11pm on 29 Apnl MSD has recelved a total of 543,952 applications for
Wage and Leave Subsndles (2,369 new since yesterday):

» Wage Subsndy 288 821
|e Modiﬁed wage subsudy 224,785
o Leave payment 26,140
| '+ Essential Worker 4,205

Of these, 430,745 have been approved, 34,718 have been declined, and

| 70,997 have been closed. A total of $10.541 billion has been paid to date
benefiting a total of 1,709,048 (1,492,680 employees and 216,368 Sole
Traders).

| On Friday 24 April, an expansion of the COVID-19 leave support for workers

| was announced. Under the broadened criteria, the COVID-19 Leave Support
| Scheme will be available to all businesses, organisations, and self-employed
| people, not just essential services. This is on track to go live tomorrow, Friday
| 1 May, at 12pm.

| A dedicated MSD investigations team is working with IRD and MBIE to carry

{ out an assurance and audit process of the wage subsidy scheme. This work is
| overseen by a team of 104 fraud experts and investigators. The audit process
| will identify cases that may require investigation. As at 24 April, MSD had
completed 2,435 random and targeted audits, resolved 88 of 292 allegations

| received, received $6.9m of $16.2m in voluntary refunds, and requested
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refunds from 56 applicants totalling $168,000. We are receiving more
| voluntary refund requests than we can currently process.

Employment

e We have a strong focus on helping people into employment and we
expect many of our new clients will be work-ready.

e MSD is delivering a suite of employment service initiatives to ensure we
can effectively engage with more people and Keep New Zealanders
Working. These initiatives include:

o A Rapid Return to Work Service — a new phone service for
clients who've lost their jobs because of COVID-19, giving
practical support with CV writing, skills assessment, job market
navigation and connection with current vacancies.

o Opening 35 virtual employment centres, working with
employers and job seekers over the phone and onlme These
sites are closed to the public.

o Our Employer Engagement Campaign — engagement with
employers receiving the COVID-19 wage subsidy to gather intel
and promote services avallable to them and their staff. This
mmahve is region-based. \ =

o Anew online recruitment tool to connect employers with people
looking for work. Employeréx'mll be able to list jobs on the
platform and anyone Iooklng for work (both MSD and non-MSD
jobseekers) will. be able lg register and apply for them directly.

Our sites will reopen under Alert Level 2. Planning is underway, considering
| cleaning standards, secunty needs signage, guides for our staff and clients,
| how many sites wnll be open, how the appointment process will work, and how
| to control access. '

| National Ofﬁce wﬂl see more staff coming back to work as we move into Alert
| Level 2. We are considering how we can support some staff back into the office,
while also ensuring physical distancing rules stay in place. Some staff have
| been feeling anxious about coming back into the office, so work is being done
| on how we can support their mental health and wellbeing.

.,,,We are also thinking about how we can continue to support our staff working
| from home — with physical tools, digital tools, communications and training, and
| health, safety and wellbeing.

e AllWork and Income service centres are closed for face to face
appointments. Services are being provided online or via the phone.

e Teams of MSD staff have been redeployed to process the large
volume of subsidy applications received. MSD has hired 299 new
staff for client facing roles and 388 in total, since 18 March.

We expect benefit applications to increase going forward. We have begun
considering what our future demand might be, when it will land, how we will
reprioritise and train our staff to meet this demand, and what recruitment may
be necessary. Work to streamline the application process continues.

Call centres

+ We have been working hard to get wait times down across our phone
lines, so our clients can quickly access help. Call volumes remain high
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- however, average wait times across all lines yesterday was
approximately 5 minutes, down from more than two hours at
their peak.

Increased wait times were due to increased call volumes, after the
long weekend and move into Alert Level 3. We returned wait times to
normal levels yesterday.

High levels of online service continue. On 27 April, there were 97 451
logins to MyMSD.

| Exposure to coviD-19

All MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

To date, MSD has had 67 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-18. All sntes are now
reopened for staff to continue to work.

From 18th March up to 29 April, a total of 116 staff members have
been tested for COVID-19. Of these, 107 have retumed a negatlve
result, two have tested positive for COVID- 19 and the remaining 7 are
waiting for their result. \

|
b s ®
| i

‘:‘ Family and sexual violence

A new family violence campaign — It's Still QK to Ask for Help —
began yesterday, 29 April. it's delivered by MSD's It's not OK
campaign team, and is part of the Joint Venture family and sexual
violence response to COVID- 19.

Ads will play on telewswn “radio and in digital and social media
channels. The campaign llnks people to the Family Violence
information line and safebubble org.nz

This phase will be quickly followed by more targeted messages for
victims and. perpetrators and different communities and populations,
all enoouragmg people to seek help. A third phase will focus on
strategies and messages for men worried about using violence.

To date 12@/ grants totalling $5.25m have been approved to providers
delwanng family and sexual violence crisis response services,
mclu&mg a grant of $1.64m for the 41 refuges affiliated to National
Collective of Independent Women’s Refuges.

We estimate this funding will support 4,800 people.

Provision of Food

As part of the community funding package, MSD offered interim
funding to foodbanks untii CDEM funding mechanisms are established
and meeting funding needs.

MSD has approved interim funding totalling $260,000 to support
foodbank organisations. Primarily food requests will now be managed
by CDEM, with MSD continuing to bridge the gap where the provider
does not meet CDEM criteria.

We are planning further work regarding a longer-term food security
strategy.

| Supporting Maori and Pacific whanau and communities

MSD continues to meet regularly, alongside other agencies, with the
Iwi Chairs Forum, to discuss operational needs and responses, along
with future focused strategic activity.

We have ongoing information coming through E Tad Whanau and
Pacific providers about the on the ground issues that community
networks and groups are seeing. Where there are specific issues
around provision of essential items, we connect our providers with
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CDEM, provide funding directly and or make sure that they know
about the Community Awareness and Preparedness Grant fund.

e MSD will distribute $3.5 million in funding over the next six months to
support providers assisting Maori and Pacific families to meet
increased costs.

e Through E Ta Whanau we have processed payments for 39 groups
totalling $990k. The groups have ranged from Iwi organisations to
small local groups who have reached out to isolated community
members.

e Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Acute welfare needs in Queenstown
e The local CDEM group is now conducting needs assessments for all
foreign nationals in Queenstown.
e MFAT is working closely with foreign missions to ensure support is
provided for this group.

Communications strategy
«  Work is beginning on a Ministry-wide Alen Level 2 communications
approach for staff, clients, and prowders '
e We are promoting our Keep New-Zealand Worklng package, on social
media and the Work and Income mbsne

. ‘Jx
All of Government Contribution and Support \

 Government agencies are encouraged to refer to the Where to go for
Services and Support gundance on the MSD website, as noted in NCMC
06 April Tactlcai In5|ghts Report, paragraph 25.

€ | Outreach Calling _Cangpglgn to vulnerable clients

e Under the Caring for Communities workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled

‘ people, and people with chronic health conditions.

¢ As at end of day Wednesday 29 April, around 106,320 calls have been

made across all priority levels, with the majority of people coping well

. and receiving support from family or other support networks. Of these
calls, approximately 3,000 (2.8%) have been referred for support
services.

= We have now completed 88% of calls to the highest priority group of
older clients. Calls to other priority groups of older clients have started,
with around 5,900 calls made to date.

e Calls to Maori and Pacific peoples are progressing, with 2,730 calls
made for older Maori, and 358 calls made to older Pacific peoples.

in-home childcare for essential workers

e As at 30 April $2.6m has been committed to the delivery of childcare
services. This has reduced from last week ($3.33m), as a number of
providers have sought o reduce their contracted hours due to lower
parent demand or workforce constraints. This also factors in the
additional funding required for the extended period of two weeks.

« Consideration is underway as to extending the contract beyond 8 May.
We have also started working through Alert Level 2 options in this space.

o Under Alert Level 3, MSD is continuing to fund providers to deliver in-
home childcare (for 5 to 14 year-olds) for COVID-19 essential workers.

e The service is fully funded until 8 May 2020.
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Essential social service providers

There are 917 approved essential social services who will continue to be
able to support communities under Alert Level 3.

The second drop of PPE to providers will be complete by EOD tomorrow.
Our focus is on continued support to providers to respond to their
community's immediate needs.

We are continuing to maintain the essential services register through
alert level 3 to ensure that we are prepared if we need to revert back to
alert level 4 and to ensure.

We are starting to get in touch with providers who will be able to provide
services in Alert Level 2, to find out what their capacity is.

Through the funding allocated to disability services we have approved
$2.9m which is supporting almost 68,000 people. This funding is used to
support disabled people’s wellbeing through the continuation of
vocational day services in different formats over the next six- monms.
There will be no change to this scheme under Alert Level 3.

| Housing

We have prepared staff in our regions to respond to a Ilkely increase in
demand for emergency housing as we move into Alert Level 3.

Under Alert Level 3, housing needs ass&ssmehts will be completed by a
small (virtual) centralised team, and WI“ on!y be done for people living in
emergency housing. \,

We will also focus on re-commencmg ﬁlaeements into Public and
Transitional Housing. il R\

MSD and HUD have provided advice to Housing providers to support the
safe re-commencement of placements into Public and Transitional
housing in line with Ministry of Health guidance.

MBIE’s Temporary Accomrnodatlon Service has agreed to share
information wrlh MSD on the projected numbers of people arriving in NZ
and updates on repatriation flights coming into Wellington and
Chnstchurch so that MSD can support that activity.
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Key Contacts & Sign-off

| DCE COVID-19

| Intel & Reporting

| Comms team

| xmﬁ%’;wy hitps://www.msd. oanzlgbout—msgi-and.our.
| Tuesdays by 9 am) work/newsroom/2020/covid-19/covid-19-data.htm|

<\

| wednesday 8 April 2020 7» K
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MSD'’s focus is on ensuring the following essential services continue:

o delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services
redeployment of workers into essential services, and

e ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

l and online traffic.
1 We are making good progress in processing wage subsidies.

! As at 3 May:
| « 550,050 applications for Wage and Leave Subsidies. (smce 16 March)
le Of these, 435,875 have been approved, supporting 1,720,008 people
e $10.6b subsidy applications paid ; '
| « There are 6,608 applications pending

-~

[ on3 May: N \ vy

o 60,473 logins to MyMSD onllne sewloe
| ® Our call centres were dosed yesterday Sunday 3 April.

| As at 11pm on 3 May, MSD has recelved a total of 550,050 applications for
| Wage and Leave Substdles (922new since yesterday):

| e Wage Subssdy 288,822

| e Modifi ed wage subsudy 230,469
| » Leave payment 26,141

| * Essential Worker 4,423

o Leave Support 195

| Of these, 435,875 have been approved, 35,603 have been declined, and
| 71,964 have been closed. A total of $10.6 billion has been paid to date
benefiting a total of 1,720,008 (1,501,039 employees and 218,969 Sole
| Traders).

| The expanded Leave Support Scheme successfully went live on Friday 1 May.
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Employment

| MSD is delivering a suite of employment service initiatives to ensure we can
effectively engage with more people and Keep New Zealanders Working. These
initiatives include: a Rapid Return to Work phone service supporting clients
who've lost their jobs because of COVID-19 back into work; 35 virtual
| employment centres, working with employers and job seekers over the phone
and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSD services; and a new online
recruitment tool to connect employers with people looking for work.

The online recruitment tool is off to a great start. As of 12am 4 May there were:
e 9094 job seekers
e 181 employers

e 2438 job vacancies
o 31 jobs successfully filled in under a week. ‘ \
| Our focus this week is undertaking a stocktake of h’dw well these initiatives have
been tracking, and working with our frontline staff to ensure good and continued
| use of these tools. ~

\¢ \ VoA

| As benefit numbers continue to increase, we are seeing higher rates of people
entering the benefit system who- have never been on a benefit before. This
| includes some higher skilled” groups requnnng a different service levels than

MSD's more traditional chent groups X ch

| This week, we are expandmg our health and safety guidelines under Alert Level
| 2 for staff working from home as well as guidance for our leaders to help staff
decide whether to come into the office at Alert Level 2.

| Work on thg readying our sites to open under Alert Level 2 is ongoing. This
| week: N
| © e Ourleadership team will confirm which sites will reopen
o We will finalise:

o our site opening plan

o site capacity

o our staff plan

o security arrangements

o and health & safety guides (including hygiene, physical

distancing and contract tracing).

| All Work and Income service centres are closed for face to face appointments.
Services are being provided online or via the phone.

Teams of MSD staff have been redeployed to process the large volume of
subsidy applications received. MSD has hired 299 new staff for client facing
roles and 388 in total, since 18 March.

We expect new benefit applications to continue to increase going
forward. Planning around future demand continues, including how we will
reprioritise and train our staff to meet this demand, and what recruitment may
be necessary. We have drafted a recruitment strategy to respond to increased
demand. This paper is with senior leadership for approval.
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Work to streamline the application process continues. As of Sunday 3 May,
lients are now be able to upload their own, or their partner's, documents into
| MyMSD when they apply for a main benefit or pension.

Call centres
| e Qur call centres were closed yesterday, Sunday 6 May.

= High levels of online service continue. On 3 May, there were 60,473
logins to MyMSD.

Exposure to COVID-19

e All MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

¢ To date, MSD has had 68 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-19. All snes are now
reopened for staff to continue to work.

¢ From 18th March up to 4 May, a total of 135 staff members have been
tested for COVID-19. Of these, 127 have retumed a negative result,
two have tested positive for COVID-19 and the remalnlng 6 are
waiting for their result. -

\

™~

Family and sexual violence
* To date 123 grants totalling $5. 25m have been approved to providers
delivering family and sexual violence crisis response services,
including a grant of $1.64m for mé‘41 refuges affiliated to National
Collective of Independent Women s Refuges.
o We estimate this fundlng WI" supporl 4,800 people.

Supporting Maori and Pac:ﬁc whénau and communities

s  Weare contlnumg to connect with our ethnic communities over the
radio. We have set up one interview per day this week, with various
communities.

° Thro‘ugh E TG Whanau we have processed payments for 39 groups
totalling $990k. The groups have ranged from Iwi organisations to
small local groups who have reached out to isolated community

L. members.
- e Many of our Pacific providers have received funding from community
~~  grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Acute welfare needs in Queenstown
» The local CDEM group is now conducting needs assessments for all
foreign nationals in Queenstown.
¢ MFAT is working closely with foreign missions to ensure support is
provided for this group.

| Communications strategy

' e Across our social media channels, we have been promoting our It's
Still OK to Ask for Help campaign and information on how to apply for
a food grant on MyMSD.

¢ We continue to reach out to our regions via radio. Our regional
commissioner in Taranaki and King Country has been interviewed on
various local radio stations, promoting our services and programmes
available for businesses and individuals.

e Work is continuing on an Alert Level 2 communications approach for
staff, clients, and providers.
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All of Govenment Contribution and Support

;f Essential social service providers

Housing

Government agencies are encouraged to refer to the Where fo go for Services
and Support guidance on the MSD website, as noted in NCMC 06 April Tactical
Insights Report, paragraph 25.

|| Outreach Calling Campaign to vulnerable clients

Under the Caring for Communities workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

As at end of day Sunday 3 May, around 111,240 calls have been made
across all priority levels, with the majority of people coping well and
receiving support from family or other support networks. Of these calls,
approximately 3,120 (2.8%) have been referred for support services.
We have now completed 91% of calls to the highest priority group of
older clients. Calls to other priority groups of older clients have started,
with around 8,090 calls made to date.

Calls to Maori and Pacific peoples are progressing, with 3,280 calls
made for older Maori, and 1,085 calls made to older Pacific peoples.

\

We continue to work with our prowders to find out their availability at
Alert Level 2 — whether they.can provrde services and what kind of
funding they might need. - '~ 3

We are continuing to mamtam the essentlal services register through
alert level 3 to ensure that we are prepared if we need to revert back to
alert level 4 and to ensure.,

Through the fundmg allocated to disability services we have approved
$3m which is supporting almost 68,000 people.

There has been an increase of approximately 800 clients into
Emergency Housing since lockdown.

Placements into Public and Transitional Housing have recommenced.
There will be a 5-8 week delay before we see any significant volumes of
supply come on due to COVID restrictions.

MSD has asked MBIEs Temporary Accommodation Service to direct
clients requiring income assistance for housing to resume using our BAU
phone and digital channels.

Repatriation flights have started arriving into Christchurch, the MSD
Regional Team has stood up a similar response to Auckland to support
those who need MSD services.

MSD continues to work closely with the Housing Provider Sector
including Community Housing Aotearoa and Te Matapihi.
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DCE COVID-19

Intel & Reporting

Comms team
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In-Confidence

Novel Coronavirus (COVID-19) Sitrep

| MSD Distribution

| 4 may 2020

1700

I\
<

Level

Level 3 — Restrict

| 1221 25 March
. N

|N tional
AN\Ermergency

.




In-Confidence

» delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services
redeployment of workers into essential services, and

e ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

MSD Critical Workforce Demand Summary
{ MSD continues to process large volumes of applications, calls, appointments
' and online traffic.

We are making good progress in processing wage subsidies.

| As at 3 May: :

| « 550,050 applications for Wage and Leave Subsidies (smce 16 March)

e Of these, 435,875 have been approved, suppomng 1 720 008 people

e $10.6b subsidy applications paid e

| » There are 6,608 applications pending - )
On 3 May: \\\ i)

e 60,473 logins to MyMSD ¢ onlme ge\r\woe

| ® Our call centres were dosed yesterday, Sunday 3 April.

| As at 11pm on 3 May, MSD has rec\éaved a total of 550,050 applications for
| Wage and Leave SubS|d|es (922new since yesterday):

| e Wage Subs;dy 288,822

| ° Modlﬁed ‘wage subsu:iy 230,469
o Leave pavment 26,141
Essential Worker 4,423

e . Leave Support 195

-Of these, 435,875 have been approved, 35,603 have been declined, and
| 71,964 have been closed. A total of $10.6 billion has been paid to date

| benefiting a total of 1,720,008 (1,501,039 employees and 218,969 Sole
| Traders).

| The expanded Leave Support Scheme successfully went live on Friday 1 May.
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Employment

MSD is delivering a suite of employment service initiatives to ensure we can
effectively engage with more people and Keep New Zealanders Working. These
initiatives include: a Rapid Return to Work phone service supporting clients
who've lost their jobs because of COVID-19 back into work; 35 virtual
employment centres, working with employers and job seekers over the phone
and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSD services; and a new online
recruitment tool to connect employers with people looking for work.

The online recruitment tool is off to a great start. As of 12am 4 May there were:
e 9094 job seekers
e 181 employers

e 2438 job vacancies

\
A\ \

e 31 jobs successfully filled in under a week.

| Our focus this week is undertaking a stocktake of h’{aw well fhese initiatives have
been tracking, and working with our frontline staﬂ‘ to ensure good and continued
use of these tools. RGN

As benefit numbers continue to increase, \we are seemg higher rates of people
entering the benefit system who have never been on a benefit before. This
includes some higher skilled: groups requmng a different service levels than

| MSD's more traditional cllent groups >

This week, we are expandmg our health and safety guidelines under Alert Level
2 for staff working from home, as well as guidance for our leaders to help staff
| decide whether ta oome into the office at Alert Level 2.

| Work on the readymg our sites to open under Alert Level 2 is ongoing. This
| week:
| < ¢ Our Ieadership team will confirm which sites will reopen

1.+ Wewill finalise:

| - o our site opening plan

site capacity

our staff plan

security arrangements

and health & safety guides (including hygiene, physical
distancing and contract tracing).

© 0O O O

| All Work and Income service centres are closed for face to face appointments.
Services are being provided online or via the phone.

Teams of MSD staff have been redeployed to process the large volume of
subsidy applications received. MSD has hired 299 new staff for client facing
roles and 388 in total, since 18 March.

We expect new benefit applications to continue to increase going
forward. Planning around future demand continues, including how we will
reprioritise and train our staff to meet this demand, and what recruitment may
be necessary. We have drafted a recruitment strategy to respond to increased
| demand. This paper is with senior leadership for approval.
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| Work to streamline the application process continues. As of Sunday 3 May,
clients are now be able to upload their own, or their partner's, documents into
MyMSD when they apply for a main benefit or pension.

Call centres

Our call centres were closed yesterday, Sunday 6 May.

High levels of online service continue. On 3 May, there were 60,473
logins to MyMSD.

Exposure to COVID-19

All MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

To date, MSD has had 68 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact wnth
someone who has actual or suspected COVID-19. All sites are now
reopened for staff to continue to work.

From 19th March up to 4 May, a total of 135 staff members have been
tested for COVID-19. Of these, 127 have returned a negatlve result,
two have tested positive for COVID-19 and. the remaining 6 are
waiting for their result. ~

N\

Family and sexual violence

v‘x,

To date 123 grants totalling $5. 25m have been approved to providers
delivering family and sexual v10te|1ce crisis response services,
including a grant of $1.64m for the 41 refuges affiliated to National
Coltective of Independent Women s Refuges.

We estimate this: fundmg wnll support 4,800 people.

Supporting Maori and Pac:ﬂc whénau and communities

We are contmumg to connect with our ethnic communities over the
radio. We have set up one interview per day this week, with various
oommunmes D>

Thrqugh E Ta Whanau we have processed payments for 39 groups
totalling $990k. The groups have ranged from Iwi organisations to
small local groups who have reached out to isolated community
members.

Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Acute welfare needs in Queenstown

The local CDEM group is now conducting needs assessments for all
foreign nationals in Queenstown.

MFAT is working closely with foreign missions to ensure support is
provided for this group.

Communications strategy

Across our social media channels, we have been promoting our It's
Still OK to Ask for Help campaign and information on how to apply for
a food grant on MyMSD.

We continue to reach out to our regions via radio. Our regional
commissioner in Taranaki and King Country has been interviewed on
various local radio stations, promoting our services and programmes
available for businesses and individuals.

Work is continuing on an Alert Level 2 communications approach for
staff, clients, and providers.
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All of Government Contribution and Support

Government agencies are encouraged to refer to the Where to go for Services
and Support guidance on the MSD website, as noted in NCMC 06 April Tactical
Insights Report, paragraph 25.

Outreach Calling Campaign to vulnerable clients

Under the Caring for Communities workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

As at end of day Sunday 3 May, around 111,240 calls have been made
across all priority levels, with the majority of people coping well and
receiving support from family or other support networks. Of these calls,
approximately 3,120 (2.8%) have been referred for support services.
We have now completed 91% of calls to the highest priority group of
older clients. Calls to other priority groups of older cllents have started,
with around 8,090 calls made to date.

Calis to Maori and Pacific peoples are progressmg. W|th 3,280 calls
made for older Maori, and 1,085 calls made to older Pacific peoples.

|| Essential social service providers

We continue to work with our prowders to find out their availability at
Alert Level 2 — whether they can prowde services and what kind of
funding they might need. )

We are continuing to malntam the essentlal services register through
alert level 3 to ensure that we are prepared if we need to revert back to
alert level 4 al}d to ensure.,

Through the fundlng allocated to disability services we have approved
$3m which is supporting almost 68,000 people.

\| Housing

There has been an increase of approximately 800 clients into
Emergency Housing since lockdown.
Placements into Public and Transitional Housing have recommenced.

__There will be a 5-8 week delay before we see any significant volumes of

supply come on due to COVID restrictions.

MSD has asked MBIEs Temporary Accommodation Service to direct
clients requiring income assistance for housing to resume using our BAU
phone and digital channels.

Repatriation flights have started arriving into Christchurch, the MSD
Regional Team has stood up a similar response to Auckland to support
those who need MSD services.

MSD continues to work closely with the Housing Provider Sector
including Community Housing Aotearoa and Te Matapihi.
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| MSD’s focus is on ensuring the following essential services continue:

e delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services
redeployment of workers into essential services, and

e ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

MSD Critical Workforce Demand Summary
MSD continues to process large volumes of applications, calls, appointments
and online traffic.

We are making good progress in processing wage subsidies.

| As at4 May:

| « 552,370 applications for Wage and Leave Subsidies. (smce 16 March)
e Of these, 437,509 have been approved, supportlng 1,725,208 people
o $10.635b subsidy applications paid

e There are 6,387 applications pending

N\

| On 4 May: S
e 29,080 calls were answered across Work and Income, Seniors, Studylink,
Housing and Wage subsidy oontact centres

' ® 108,921 logins to MyMSD onlme servnce

As at 11pm on 4 May, MSD has reoelved a total of 552,370 applications for
Wage and Leave Subssdles (2,320 new since yesterday):

s Wage Subsidy 288,825

e Modified wage subsidy 232,521
s |Leave pafr'nent 26,141

e Essential Worker 4,425

. b Leave Support 458

Of these, 437,509 have been approved, 36,191 have been declined, and
72,283 have been closed. A total of $10.635 billion has been paid to date
benefiting a total of 1,725,208 (1,504,941 employees and 220,267 Sole
| Traders).
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Employment

MSD is delivering a suite of employment service initiatives to ensure we can
effectively engage with more people and Keep New Zealanders Working. These
initiatives include: a Rapid Return to Work phone service supporting clients
who've lost their jobs because of COVID-19 back into work; 35 virtual
employment centres, working with employers and job seekers over the phone
| and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSD services; and a new online
recruitment tool to connect employers with people looking for work.

A second round of the Employer Engagement Campaign begins this week,
covering a further three regions.

The online recruitment tool is off to a great start. As of 12am 4 May there were:
e 9,094 job seekers oY
e 181 employers
e 2,438 job vacancies
o 31 jobs successfully filled in under a week

| Our focus this week is undertaking a stocktake of how well these initiatives have
| been tracking, and working with our frontline staff to ensure good and continued
| use of these tools. This will help us build an Employment Operating Model for
| Alert Level 2 that captures everythmg that is happening in the employment
space and all the help we can offer to our clients.

This week, we are expandmg our health and safety guidelines under Alert Level
| 2 for staff working 1 from home as well as guidance for our leaders to help staff
| decide whether to come into the office at Alert Level 2.

| Work on readying our sites to open under Alert Level 2 is ongoing. This week:
| e Our Ieadershlp team will confirm which sites will reopen
e A hearth and safety pack is going out to all sites tomorrow — to provide
- guidance on hygiene, physical distancing, and contract tracing.
‘ e We are drafting a site readiness assessment, to cover both physical
- readiness and ability to comprehensively provide case management
and employment services in the COVID-19 environment.
e We will finalise:
o our site opening plan
o site capacity
o our staff plan
o security arrangements

| We will continue to promote our online and phone services as the first point of
| contact for clients, so we can keep numbers coming into our sites low in Alert
| Level 2. This will help us adhere to physical distancing rules and keep our clients
| and staff safe.

| All Work and Income service centres are closed for face to face appointments.
Services are being provided online or via the phone.

We expect new benefit applications to continue to increase going
| forward. Planning around future demand continues, including how we will
| reprioritise and train our staff to meet this demand, and what recruitment may
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be necessary. We have drafted a recruitment strategy to respond to increased
demand. This paper is with senior leadership for approval.

| Work to streamline the application process continues. The IT build for the
streamlining process is on track. We are waiting for decisions on changes to
operational policy before we can proceed further with this process.

Call centres

« We have been working hard to get wait times down across our phone
lines, so our clients can quickly access help. Call volumes remain high
~ however, average wait times across all lines yesterday was
approximately 7 minutes, down from more than two hours at their
peak.

* There were increased wait times at the beginning of this week, after
the weekend. Historically, wait times below 10 minutes on a Monday
are considered a good achievement.

e High levels of online service continue. On 3 May, there were 108,921
logins to MyMSD.

Exposure to COVID-19

* Al MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

e To date, MSD has had 68 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-19. All sites are now
reopened for staff to continue to work.

*  From 19th March up to 5 May, a total of 140 staff members have been
tested for COVID-19. Of these, 129 have returned a negative result,
two have tested positive for COVID-19 and the remaining 9 are
waiting for their result.

Family and sexual violence
e Todate 123 grants totalling $5.25m have been approved to providers
delivering family and sexual violence crisis response services,
including a grant of $1.64m for the 41 refuges affiliated to National
Collective of Independent Women'’s Refuges.
« We estimate this funding will support 4,800 people.

| Supporting M&ori and Pacific whanau and communities

e We are continuing to connect with our ethnic communities over the
radio. We have set up one interview per day this week, with various
communities.

e Through E Ta Whanau we have processed payments for 39 groups
totalling $990k. The groups have ranged from Iwi organisations to
small local groups who have reached out to isolated community
members. '

e Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Acute welfare needs in Queenstown
e The local CDEM group is now conducting needs assessments for all
foreign nationals in Queenstown.
e MFAT is working closely with foreign missions to ensure support is
provided for this group.
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| Communications strategy

 We have been promoting the new MyMSD electronic document
upload capability.

e We continue to reach out to our regions via radio. Our regional
commissioner in Taranaki and King Country has been interviewed on
various local radio stations, promoting our services and programmes
available for businesses and individuals.

« Work is continuing on an Alert Level 2 communications approach for
staff, clients, and providers.

Government agencies are encouraged to refer to the Where to go for Services
| and Support guidance on the MSD website, as noted in NCMC 06 April Tactical
| Insights Report, paragraph 25.

In-home care for essential workers

e As at 30 April $2.6m has been committed to the delivery of childcare
services. This has reduced from last week ($3.33m), as a number of
providers have sought to reduce their contracted hours due to lower
parent demand or workforce constraints. This also factors in the
additional funding required for the extended period of two weeks.

« A paper went to the COVID-19 Mlmstenal 'Group to seek a decision on
whether to extend the contracts beyond 8 May 2020. The decision was
made to not extend contracts out further than 8 May 2020, so in-home
childcare for essential workers will not be funded after this date.
Essential workers who need chlldcare will be expected to have made
their own arrangements by thls time.

Outreach Calling Campaign to v_ulnerable clients

e Under the Caring for Communities workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

e Asat ehq of day Monday 4 May, around 114,900 calls have been made

’ across all priority levels, with the majority of people coping well and
receiving support from family or other support networks. Of these calils,
approximately 3,180 (2.8%) have been referred for support services.

= We have now completed 95% of calls to the highest priority group of

. older clients. Calis to other priority groups of older clients have started,
> with around 8,350 calls made to date.

e Calis to Maori and Pacific peoples are progressing, with 3,370 calls
made for older Maori, and 1,085 calls made to older Pacific peoples.

Essential social service providers

e We continue to work with our providers to find out their availability at
Alert Levei 2 — whether they can provide services and what kind of
funding they might need.

e We are continuing to maintain the essential services register through
alert level 3 to ensure that we are prepared if we need to revert back to
alert level 4 and to ensure.

= Through the funding allocated to disability services we have approved
$3m which is supporting almost 68,000 people.
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e As the economic situation worsens, there is an increased risk of people
being unable to sustain their tenancies. Our aim is to support people to
stay in tenancies, and try to prevent high numbers coming through the
emergency housing system. Guidance and key messages are going out
to our contact centres this week to better enable our staff to support
clients in the housing space.

* We are working on an integrated hosing system that reaches across all
business groups and provides people with the support they need to
retain their tenancies.

e Placements into Public and Transitional Housing have recommenced.
There will be a 5-8 week delay before we see any significant volumes of
supply come on due to COVID restrictions.

e MSD has asked MBIEs Temporary Accommodation Service to direct
clients requiring income assistance for housing to resume using our BAU
phone and digital channels. &

e MSD continues to work closely with the Housing Provider Sector
including Community Housing Aotearoa and Te Matapihi.
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| MSD's focus is on ensuring the following essential services continue:

o delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services
redeployment of workers into essential services, and

ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

MSD Critical Workforce Demand Summary
MSD continues to process large volumes of applications, calls, appointments
and online traffic.

We are making good progress in processing wage subsidies.

| As at 5 May: ;

554,445 applications for Wage and Leave Subsidies (since 16 March)
Of these, 439,037 have been approved, supportmg 1,727,925 people
$10.65b subsidy applications paid

There are 6,124 applications pending

On 5 May: Nt

* 24,325 calls were answered across Work and Income, Seniors, Studylink,
Housing and Wage subsidy. contact centres

* Average wait times were 53 seconds down from more than two hours at
their peak

e 96,906 logins to MyMSD onllne service

As at11pmon 5 May, MSD ‘has received a total of 554,445 applications for
Wage and L:eave §ubsld|es (2,075 new since yesterday):

 Wage Subsidy 288,827

+  Modified wage subsidy 234,408
' - Leave payment 26,141

| < “Essential Worker 4,431

- Leave Support 638

Of these, 439,037 have been approved, 36,589 have been declined, and
72,695 have been closed. A total of $10.65 billion has been paid to date
| benefiting a total of 1,727,925 (1,506,704 employees and 221,221 Sole
| Traders).
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Employment

| MsD is delivering a suite of employment service initiatives to ensure we can
| effectively engage with more people and Keep New Zealanders Working. These
| initiatives include: a Rapid Return to Work phone service supporting clients
| who've lost their jobs because of COVID-19 back into work; 35 virtual
| employment centres, working with employers and job seekers over the phone
and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSD services; and a new online
recruitment tool to connect employers with people looking for work.

Our Rapid Return to Work phone service contacted and offered the service to
474 clients in the first four days. Of these clients, 174 (37%) have opted in for
the service and have booked in a follow up appointment.

A second round of the Employer Engagement Campaign begins this week,
covering a further three regions.

Our focus this week is undertaking a stocktake of how well these initiatives have
been tracking, and working with our frontiine staff to ensure good and continued
| use of these tools. This will help us build an Empldyment Operating Model for
Alert Level 2 that captures everything that is. happemng in the employment
space and all the help we can offer to our chents

There is a perception amongst some of our staff that everyone is expected to
return to the office in Alert Level 2. This is not the case. We are managing these
expectations and developing gmdelmes for our leaders to help staff decide
whether to come into the ofﬁoe at Alert Level 2. The guidelines will be released
on Friday.

Work on readying our sites to open under Alert Level 2 is ongoing. This week:
e Our leadership team will confirm which sites will reopen
e A health and safety pack goes out to all sites today — to provide
guidance on hygiene, physical distancing, and contract tracing.
e A survéy will go out to our sites to ascertain readiness for Alert Level 2.
* We are drafting a site readiness assessment, to cover both physical
readiness and ability to comprehensively provide case management
and employment services in the COVID-19 environment.
e We will finalise:
o our site opening plan
site capacity
our staff plan
security arrangements

o O O

All Work and Income service centres are closed for face to face appointments.
Services are being provided online or via the phone.

| We expect new benefit applications to continue to increase going
forward. Planning around future demand continues, including how we will

| reprioritise and train our staff to meet this demand, and what recruitment may
| be necessary. We have drafted a recruitment strategy to respond to increased
{ demand.
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| Work to streamline the application process continues. The IT build for the
streamlining process is on track. We are waiting for decisions on changes to
operational policy before we can proceed further with this process.

l‘v‘
!

Call centres
e We have been working hard to get wait times down across our phone
lines, so our clients can quickly access help. Call volumes remain high
— however, average wait times across all lines yesterday was
approximately 53 seconds, down from more than two hours at their
peak.

e High levels of online service continue. On 3 May, there were 108,921
logins to MyMSD.

| Exposure to COVID-19

e All MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

e To date, MSD has had 69 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-19. All sites are now
reopened for staff to continue to work. .

¢ From 18th March up to 6 May, a total of 141 staff members have been
tested for COVID-19. Of these, 132 have returned a negatwe resuit,
two have tested positive for COVID- 19 and the remaining 7 are
waiting for their result. N\

| Family and sexual violence '

J e Todate 123 grants totallmg $5. 25m have been approved to providers
delivering family and sexual violence crisis response services,
including a grant of $1. 64m for the 41 refuges affiliated to National
Collective of Independent Women's Refuges.

e We estsmate 1h|s funding will support 4,800 people.

Suppomng Méoﬂ and Pacific whanau and communities

o We arg continuing to connect with our ethnic communities over the
radio. We have set up one interview per day this week, with various
communities.

e Through E Ta Whanau we have processed payments for 39 groups
~~  totalling $990k. The groups have ranged from Iwi organisations to
small local groups who have reached out to isolated community
members.
* Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

| Acute welfare needs in Queenstown

e The local CDEM group is now conducting needs assessments for all
foreign nationals in Queenstown.

o MFAT is working closely with foreign missions to ensure support is
provided for this group.

Communications strategy
e  Our communications package for Alert Level 2 has two phases:
o 1: The Prime Minister announces Alert Level 2 guidelines
(tomorrow, 6 May)
o 2: We find out when we transition to Alert Level 2 (Monday, 11
May).
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We are readying communications to our staff and clients for both
these phases.

We are reaching out to all our stakeholders to ensure communications
will be relevant and accessible to everyone.

| Outreach Calling Campaign to vulnerable v‘clients

| In-home care for essential workers

As at 30 April $2.6m has been committed to the delivery of childcare
services. This has reduced from last week ($3.33m), as a number of
providers have sought to reduce their contracted hours due to lower
parent demand or workforce constraints. This also factors in the
additional funding required for the extended period of two weeks.
Contracts will not be extended beyond 8 May 2020, so in-home childcare
for essential workers will not be funded after this date. Essential workers
who need childcare will be expected to have made their own
arrangements by this time.

On 4 May, we advised providers that thelr contracts will not be extended
beyond 8 May. We are beginning the process ‘of winding services down
and finalising payments.

N\

Under the Caring for Communmes workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

As at end of day Tuesday 5 May, around 122,060 calls have been made
across all priority levels, with the majority of people coping well and
receiving support from family or other support networks. Of these calls,
approximately 3,270 (2.7%) have been referred for support services.

We have now completed 95% of calls to the highest priority group of
older clients. As we complete the calls to the highest priority group, calls
to other priority groups of older clients are accelerating, with around
14,980 calls made to date.

Calls to Maori and Pacific peoples are progressing, with 3,440 calls
made for older Maori, and 1,140 calls made to older Pacific peoples.

| Essential social service providers

There are 917 essential service providers on the register.

» We have also added 46 Emergency Housing Providers to the register.
e We continue to work with our providers to find out their availability at
Alert Level 2 — whether they can provide services and what kind of
funding they might need.
Housing

As the economic situation worsens, there is an increased risk of people
being unable to sustain their tenancies. Our aim is to support people to
stay in tenancies, and try to prevent high numbers coming through the
emergency housing system. Guidance and key messages are going out
to our contact centres this week to better enable our staff to support
clients in the housing space.
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We are working on an integrated hosing system that reaches across all
business groups and provides people with the support they need to
retain their tenancies.

Placements into Public and Transitional Housing have recommenced.
There will be a 5-8 week delay before we see any significant volumes of
supply come on due to COVID restrictions.

MSD has asked MBIEs Temporary Accommodation Service to direct
clients requiring income assistance for housing to resume using our BAU
phone and digital channels.

MSD continues to work closely with the Housing Provider Sector
including Community Housing Aotearoa and Te Matapihi.
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= ] MSD'’s focus is on ensuring the following essential services continue:

» delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services
redeployment of workers into essential services, and
ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

MSD Critical Workforce Demand Summary
MSD continues to process large volumes of applications, calls, appointments
and online traffic.

We are making good progress in processing wage subsidies.

| As at 6 May:

556,335 applications for Wage and Leave Subsidies (since 16 March)
Of these, 440,751 have been approved, suppomng 1,735,542 people
$10.698b subsidy applications paid

There are 5,515 applications pendlngﬁ

On 6 May: N

* 23,156 calls were answered across Work and Income, Seniors, Studylink,
Housing and Wage subsidy. oontact centres

e  Average wait times were 1 mmute down from more than two hours at
their peak

| ® 97,616 logins to MyMSD onllne service

As at 11pm on 6 May, MSD has received a total of 556,335 applications for
Wage and Leave Subsxdles (1,858 new since yesterday):

e Wage SubSidy 524,898
«  Leave payment 26,141
B Essential Worker 4,463
o Leave Support 833

| 'Of these, 440,751 have been approved, 37,046 have been declined, and
73,023 have been closed. A total of $10.698 billion has been paid to date

| benefiting a totai of 1,735,542 (1,513,406 employees and 222,136 Sole

1 Traders).

Applications for the wage subsidy can be made through to 9 June. The next
steps for the scheme are currently being considered.

| The wage subsidy auditing process is ongoing. Our auditing to date has found
| that in the vast majority of cases, employers are doing the right thing. We have
| found that in many cases where entittements have been wrongly claimed, it is

| due to uncertainty about eligibility criteria, rather than deliberate attempts at

|| deception.
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| Employment

| MSD is delivering a suite of employment service initiatives to ensure we can
effectively engage with more people and Keep New Zealanders Working. These
| initiatives include: a Rapid Return to Work phone service supporting clients
who've lost their jobs because of COVID-19 back into work; 35 virtual
employment centres, working with employers and job seekers over the phone
and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSD services; and a new online
recruitment tool to connect employers with people looking for work.

Our Rapid Return to Work phone service contacted and offered the service to
474 clients in the first four days. Of these clients, 174 (37%) have opted-in for
| the service and have booked in a follow up appointment. RRtW has revealed
| insights about the situations our clients are in — for example, many of them have
| not written a CV for years, or have many transferrable skills but.do not know
how to market them. We are using this information to put together a training
package for Job Connect staff, so they can provide more tailored support.

We are sending out emails to 3000 employers today as bart of the Employer
| Engagement Campaign. We will be momtonng responses and using them to
| inform the Campaign going forward. \

Our focus this week is undertaking a stocktake of how our employment service
| initiatives have been tracking. This will help us build an Employment Operating
Model for Alert Level 2 that ceptures everythmg happening in the employment
space. We are developmg an A3 to present the model, for internal use. This will
| go live tomorrow.

After the Prime Minister has made the announcement about Alert Level 2 this
afternoon, we will review our AL2 guidelines for our service centres and National
Office to ensuré they are in line with Government messaging.

There is a perceptron amongst some of our staff that everyone is expected to
return to the office in Alert Level 2. This is not the case. We are managing these
expectatlons and developing guidelines for our Ieaders to help staff decide

e  Our leadership team will confirm which sites will reopen
e A health and safety pack and an operations pack were finalised
yesterday, ready to send out to all our sites on Monday.
s A survey will go out to our sites to ascertain readiness for Alert Level 2.
e We are drafting a site readiness assessment, to cover both physical
readiness and ability to comprehensively provide case management
and employment services in the COVID-19 environment.
e We vill finalise:
o our site opening plan
o site capacity
o our staff plan

| Al Work and Income service centres are closed for face to face appointments.
» Services are being provided online or via the phone.
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We expect new benefit applications to continue to increase going

| forward. Planning around future demand continues, including how we will

| reprioritise and train our staff to meet this demand, and what recruitment may
be necessary. We have drafted a recruitment strategy to respond to increased
| demand.

Work to streamline the application process continues. The IT build for the
| streamlining process is on track. We are waiting for decisions on changes to
| operational policy before we can proceed further with this process.

| We are also working on simplifying MyMSD to allow easier use for our clients.
The first stage is complete and went live 3 May — enabling clients to upload
their own documents. The next phase is increasing the stability and capacity
of MyMSD.

Call centres _

e We have been working hard to get wait times down across our phone
lines, so our clients can quickly access help. Call volumes remain high
— however, average wait times across all lines yesterday was
approximately 1 minute, down from more than two hours at their
peak.

e  Qur call volumes yesterday were much hlgher than is usual for a
Wednesday, so our contact oentre teams did well to achieve 1 minute
wait times.

» High levels of online service contlnue On 3 May, there were 97,616
logins to MyMSD ¢ g :

Exposure to cowoqg &

e All MSD service centres are closed to the public. Staff continue to
work in those sites to call clients and process applications.

e Todate, MSD has had 69 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-189. All sites are now
reopened for staff to continue to work.

e From 18th March up to 7 May, a total of 143 staff members have been
tested for COVID-19. Of these, 134 have returned a negative result,
two have tested positive for COVID-19 and the remaining 7 are
waiting for their resuit.

New Zealanders stranded overseas

e Current clients have had their payments auto-extended and we
continue to contact clients whose payments had been suspended, for
resumption processing.
All overseas clients are now receiving the Winter Energy Payment.
We are considering whether to end or extend these payments once
the programme ends in mid-June.

Family and sexual violence
e To date 123 grants totalling $5.25m have been approved to providers
delivering family and sexual violence crisis response services,
including a grant of $1.64m for the 41 refuges affiliated to National
Collective of Independent Women’s Refuges.
e We estimate this funding will support 4,800 people.
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Supporting Maori and Pacific whanau and communities

We are continuing to connect with our ethnic communities over the
radio. We have set up one interview per day this week, with various
communities.

Through E Tad Whanau we have processed payments for 40 groups
totalling $1m. The groups have ranged from lwi organisations to small
local groups who have reached out to isolated community members.
Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Communications strategy

We've been doing a lot of planning for how MSD will operate and once
the Prime Minister has made her announcement, we'll be able to
finalise these plans and have more detail out to staff and clients at the
beginning of next week.

We are reaching out to all our stakeholders to ensure communications
will be relevant and accessible to everyone.

All of Government Contribution and Support

Community —
Vulnerable
Communitles

Wider welfare |
status and
response

Insights

Government agencies are encouraged to refer to the Where to go for Services
and Support guidance on the MSD website, as noted in NCMC 06 April Tactical

Report, paragraph 25.

| In-home care for essential workers

As at 30 April $2.6m has been committed to the delivery of childcare
services. This has reduced from last week ($3.33m), as a number of
providers have sought to reduce their contracted hours due to lower
parent demand or Workforce constraints. This also factors in the
additional funding required for the extended period of two weeks.
Contracts will not:be extended beyond 8 May 2020, so in-home childcare
for essential workers will not be funded after this date. Essential workers
who need childcare will be expected to have made their own
arrangements by this time.

On 4 May, we advised providers that their contracts will not be extended
beyond 8 May. We are beginning the process of winding services down
and finalising payments.

| Outreach Calling Campaign to vulnerable clients

Under the Caring for Communities workstream, MSD will continue
working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

As at end of day Wednesday 6 May, around 126,650 calls have been
made across all priority levels, with the majority of people coping well
and receiving support from family or other support networks. This
includes around 2,300 calls made to people we were unable to reach in
the first round of calls. Of these calls, approximately 3,310 (2.6%) have
been referred for support services.

We have now completed 96% of calls to the highest priority group of
older clients. As we complete the calls to the highest priority group, calls
to other priority groups of older clients are accelerating, with around
19,230 calls made to date.

Calls to Maori and Pacific peoples are progressing, with 3,490 calls
made for older Maori, and 1,190 calls made to older Pacific peoples.




In-Confidence

|| Essential social service providers

e There are 917 essential service providers on the register.

e We have also added 46 Emergency Housing Providers to the register.

e We are developing communications for our providers on Alert Level 2.
These will be finalised following the Prime Minister's announcement this
afternoon.

e  Our communications strategy to providers involves regular and
consistent messaging with the same look and feel, to ensure provider
are well informed.

1 Housing

e As the economic situation worsens, there is an increased risk of people
being unable to sustain their tenancies. Our aim is to support people to
stay in tenancies, and try to prevent high numbers coming through the
emergency housing system. Guidance and key messages are going out
to our contact centres this week to better enable our staff to support
clients in the housing space.

e We are working on an integrated hosing system that reaches across all
business groups and provides people with ﬂ'le support they need to
retain their tenancies.

» Placements into Public and Transitional Housmg have recommenced.
There will be a 5-8 week delay before we see any significant volumes of
supply come on due to COVID restrlchons ~

e MSD has asked MBIEs Temporary Acoommodatlon Service to direct
clients requiring income assistance far housnng to resume using our BAU
phone and digital channels.

e  MSD continues to work closely with the Housing Provider Sector
including Commumty Housing Aotearoa and Te Matapihi.

]
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| MSD’s focus is on ensuring the following essential services continue:

e delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

* redeployment of workers into essential services, and

e ensuring service providers continue to operate, both essential and
some additional services available in prevention and navigation.

| MSD Critical Workforce Demand Summary
{ MSD continues to process large volumes of applications, calls, appointments
| and online traffic.

| We are making good progress in processing wage subsidies.

| As at 7 May:

| « 558,109 applications for Wage and Leave Subsidies (since 16 March)
| ¢ Of these, 442,736 have been approved, supporting 1,744,342 people
e $10.752b subsidy applications paid

1 ¢ There are 4,001 applications pending

| on 7 May: |

e 21,701 calls were answered across Work and Income, Seniors, Studylink,
Housing and Wage subsidy contact oemres

| » Average wait times were less than 30 'seconds — down from more than

| two hours at their peak >

| o 83,949 logins to MyMSD onhne service

/

| Asat 11pmon 7 May, MSD has received a total of 558,109 applications for
| Wage and Leave Sub5|d|es (1,774 new since yesterday):

| = Wage sqpsndy 288,833

° Modiﬁe& \;}‘age subsidy 237,660
'« Leave payment 26,141

- " Essential worker 4,464

- Leave support 1,011

Of these, 442,736 have been approved, 37,999 have been declined, and
73,373 have been closed. A total of $10.752 billion has been paid to date
| benefiting a total of 1,744,342 (1,521,148 employees and 223,194 Sole
Traders).

The latest Income Support and Wage Subsidy Weekly Update was published
| on MSD's website today, Friday 8 May, as well as the Monthly Benefits
| Update for April.

Applications for the wage subsidy can be made through to 9 June. The next
| steps for the scheme are currently being considered.
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| The wage subsidy auditing process is ongoing. As at 6 May:

e MSD has completed 3,584 random and targeted audits.

e 3,355 applicants had voluntarily advised they want to refund all or part
of the subsidy. This has led to $56.8m of refunds requested and
$25.2m has already been refunded.

¢ Our auditing had resuited in 168 applicants being asked to refund either
all or part of their subsidy. A total of $2.46m has been requested from
these applicants with $1.4m already refunded.

| Employment

| In April, we helped 3,065 people into jobs. in May so far, we have helped
954 people.

MSD is delivering a suite of employment service initiatives to ensure we can
effectively engage with more people and Keep New Zealanders Working. These
initiatives include: a Rapid Return to Work phone service suppomng clients
who've lost their jobs because of COVID-19 back into work 35 virtual
employment centres, working with employers and job seekers over the phone
and online; an Employer Engagement Campaign with employers receiving the
COVID-19 wage subsidy to promote MSQ services; and a new online
recruitment tool to connect employers with’ people looking for work.

We sent out emails to 3000 employers yesterday. as part of the Employer
| Engagement Campaign. We are momtormg responses as they come in and
| using them to determine future staga of the campaign.

We have been busy readylng Natlonal Office for Alert Level 2. Posters are up
in common areas such as kitchens, as well as bathrooms and the lifts, to inform
staff of how to oonecﬂy social distance. Markers have been placed on the floor
| in lift lobbies and. break out areas to show staff where they can stand and sit
without breaching the 1m rule. Hand sanitiser is available by the lifts on all floors.

Remote working policies are being finalised today after state services guidance
i1 and the PM's announcement. This will help us continue to support our staff
\'WOrking from home. We are also looking into providing staff working from home
with- more physical tools, such as desktop monitors.

“Guidelines are going out to our leaders today so they can support staff with the
decision of whether to come back into the office at alert Level 2.

| Work on readying our sites to open under Alert Level 2 is ongoing:

e  Our leadership team has confirmed which sites will reopen.

e The health, safety and security guidelines for sites have been amended
after the Prime Minister's announcement and will be available for staff
next week.

« On Monday, a survey will go out to our sites to ascertain readiness for
Alert Level 2.

* Elements of MSD's plan for re-opening frontline sites safely, such as
the appointment process, will be tested Monday in readiness for the
move to L2.

e We are making sure our communications are consistent with those
across MSD and Government messaging.

1 All Work and Income service centres are closed for face to face appointments.
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Services are being provided online or via the phone.

| We expect new benefit applications to continue to increase going

| forward. Planning around future demand continues, including how we will
reprioritise and train our staff to meet this demand, and what recruitment may
be necessary. We have finalised a recruitment strategy to respond to
increased demand. The recruitment process has started.

Work to streamline the application process continues. The IT build for the
streamlining process is on track. We are waiting for decisions on changes to
|| operational policy before we can proceed further with this process.

| Call centres

e We have been working hard to get wait times down across our phone
lines, so our clients can quickly access help. Call volumes remain high
- however, average wait times across all lines yesterday was less
than 30 seconds, down from more than two hours at their peak.

e Despite continued high volumes of calls, we are managing to answer
more quickly than ever, This is a combination of improvements to
service that have been fast tracked over the last few months, as well
as moving to an integrated work force between our Call Centres,
Centralised Processing sites, and our Frontline case managers.

e High levels of online service contlnue On 3 May, there were 83,949
logins to MyMSD.

\»v o
%

Exposure to COVID-19

e All MSD service centres are closed to the public. Staff continue to
work in those sites to call chents and process applications.

o Todate, MSD has had 70 sites impacted by a staff member with
actual or suspected COVID-19 symptoms or close contact with
someone who has actual or suspected COVID-19. All sites are now
reopened for staff to continue to work.

e From 19th March up to 8 May, a total of 146 staff members have been
tested for COVID-19. Of these, 137 have returned a negative result,
two haye tested positive for COVID-19 and the remaining 7 are
waiting for their result.

! New Zealanders stranded overseas

- e Current clients have had their payments auto-extended and we
continue to contact clients whose payments had been suspended, for
resumption processing.
All overseas clients are now receiving the Winter Energy Payment.
We are considering whether to end or extend these payments once
the programme ends in mid-June.

| Family and sexual violence

« Family violence remains of high concern within iwi/Maori communities.

* Increased family violence amongst the gang community does not
appear to have reached the level initially anticipated. However, the
risk should continue to be monitored and addressed as
recommended. Whanau will come under pressure from job and
income loss that is and will occur as we move through the alert levels.

 MSD continues to work with gang leaders, and related groups, to get
messaging out across the broader networks and align messaging
within the E Ta Whanau family viclence prevention initiative towards
the COVID-19 response.

e Todate 123 grants totalling $5.25m have been approved to providers
delivering family and sexual violence crisis response services,
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including a grant of $1.64m for the 41 refuges affiliated to National
Collective of Independent Women’s Refuges.
» We estimate this funding will support 4,800 people.

Supporting Maori and Pacific whanau and communities

e Concern about the future, particularly employment and income - is
becoming more prevalent as communities move toward Alert Level 2
and recovery.

= Some whanau are experiencing greater social disconnection because
they do not have the connection or devices for digital communications.

e These risks are mitigated by active iwi/Maori mobilisation and support
for whanau. Mitigations include connecting, assessing need, acting as
a provider agent for MSD to provide income maintenance, and
delivering food and hygiene packages.

e MSD is calling whanau by age group to assess need and offer
support.

e Through E Ta Whanau we have processed payments for 40 groups
totalling $1m. The groups have ranged from Iwi organisations to small
locai groups who have reached out to isolated community members.

e Many of our Pacific providers have received funding from community
grants as an initial fund and we are working with them on a more
sustainable approach. These grants cover a broader range of regions.

Communications strategy

e The Alert Level 2 communlcations pian has been finalised and is
ready for approval. It wnll be used to inform staff, clients, and
stakeholders. : P

* We will continue to promote our pho-ne and online channels as the
best way to connect with us; without discouraging clients from coming
into sites if they need to

‘Government agencues are encouraged to refer to the Where to go for Services
and Support gwdance on the MSD website, as noted in NCMC 06 April Tactical
Insights Report, paragraph 25.

o Under the Caring for Communities workstream, MSD will continue
’ working with a range of partners to continue outreach to the over 70
group. Community groups are well progressed with calls to disabled
people, and people with chronic health conditions.

e As at end of day Thursday 7 May, around 127,730 calls have been made
across all priority levels, with the majority of people coping well and
receiving support from family or other support networks. Of these calls,
approximately 3,320 (2.6%) have been referred for support services.

o We have now completed 96% of calls to the highest priority group of
older clients.

e Calls to Maori and Pacific peoples are progressing, with 3,590 calls
made for older Maori, and 1,190 calls made fo older Pacific peoples.

* Focus has now shifted to calls to other priority groups of older clients,
and reporting will now shift to those groups accordingly. To date, around
20,160 calls have been made to older people in the other priority groups,
with around 370 (1.8%) referred for support services.

Essential social service providers
e There are 917 essential service providers on the register.
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We have also added 46 Emergency Housing Providers to the register.
Communications to our providers have been finalised and agreed on by
other agencies we work with. They go out today. Feedback will be
managed and used to inform further communications.

We are planning outbound calling to providers — with the help of other
agencies — in the first two weeks of Alert Level 2, to check that the
provision of services under AL2 is tracking well and to help resolve any
issues,

Housing

As the economic situation worsens, there is an increased risk of people
being unable to sustain their tenancies. Our aim is to support people to
stay in tenancies, and try to prevent high numbers coming through the
emergency housing system. Guidance and key messages are going out
to our contact centres this week to better enable our staff to support
clients in the housing space.

We are working on streamlined housing services to respond to demand
and ensure our clients can quickly and easily access the help they need.
Placements into Public and Transitional Housing have recommenced.
There will be a 5-8 week delay before we see any significant volumes of
supply come on due to COVID restrictions.

MSD has asked MBIEs Temporary Accommodation Service to direct
clients requiring income assistance for housing to resume using our BAU
phone and digital channels.

MSD continues to work closely with the Housing Provider Sector
including Community Housing Aotearoa and Te Matapihi.

3 week, reporting will move to once a week on a Thursday. The next MSD sitrep
‘ will be Thursday 14 May.
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| At Alert Level 2, MSD's focus is on ensuring the following services continue:

e delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

e reopening service centres safely, encouraging phone/online channels
for those who can

e focus on a relatively narrow work programme to deliver necessary
settings and capability; and

e broadening of services provided by our partners — more fully
operational support for communities, still with a focus on vulnerable
groups.

|| Most of our sites reopen today, under Alert Level 2. e
e We are offering booked face to face appointments, although we
are still encouraging people to use our phone /»onllne channels.
e Access in the service centres will be restricted, with only a certain
amount of people allowed on site at any one time
e Safety of our staff and clients is our top pnonty as always — we
have a register of people v:smng us for contract tracing purposes;
and appropriate physical distancmg and cleaning measures in
place. ; NN A\ \
e (Clear Health and Safety guidanoe for operating at AL2 went out to
sites on Monday. < . . y
* We have been| maklng dally calls to site managers to give them the
opportunity to voice concerns, ask questions, and give feedback on
the move to AL2 ‘
e Early thls week we surveyed our sites to make sure they were
ready to open. Responses have shown that most staff were ready
Sfor the move, although some reported anxiety. This is being
managed at a site level and we have ongoing engagement with the
PSA.

We have also been busy ensuring our National Office is safe for staff to
| return at Alert Level 2. On Monday, guidance was sent out to our leaders to
help them help staff decide whether to come into the office at Alert Level 2.

| A 'Welcome Back Pack’ was sent out to National Office staff on Tuesday, to
| explain how we are adhering to Health, Safety and Security guidelines and
| that National Office is a safe place to work.

| Communications:

s Alert Level 2 communications were finalised after the Prime
Minister's announcement on Monday. These have been going out
to staff at National Office and sites, to clients, and to stakeholders.

¢ We have updated the Work and Income website with AL2
information for our clients. The website continues to be
encouraged as a first point of contact, before clients call us or book
an appointment.

Future Operating Model

MSD has been working on a Future Operating Model that integrates our
deliverables with how we are contributing to our COVID response, meeting
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o[ the increased demand for our services, and shows alignment to our
strategic direction.

| We have developed a high-level description of a future state and are

| creating more tangible descriptions of future offerings, to provide direction
| and support alignment for the workstream leads. The model will also

| provide our people with a clear sense of how the changes they are seeing
are building towards a future welfare system.

| Work is starting to describe the interim and end states for income support
| and housing, employment and communities. Work is also beginning on

| performance indicators and benefits that can be associated with the
realisation of these end states, to assist us in tracking progress.

Meeting increased demand for our services

We expect increased demand for MSD services as we respond to COVID-
19 and move into recovery. . )

As our sites reopen this week, we will work to mcreaseﬂbur understanding
as to why people are visiting us and how we can tmprove our services to
help them over the phone or through onlme channels

We don't want to discourage anyone | from commg into our sites, but we can
increasingly provide a better and faster- serwee through calls or online.
& D
e Callcentres — <
» Keeping call wait times down is important, so we can ensure
clients qmckly get the help they need over the phone. This will be a
major focus for us in AL2.
s We are focused on adequately responding to emergency situations
- such food grants and emergency benefits — over the phone, so
our clients can get the help they need quickly and without needing
to make an appointment.
¢ We have been putting more of our staff into inbound calling this
week, to keep wait times down. Call volumes remain high,
however, wait times on Monday were 6.5 minutes — one of our best
Mondays this year — and yesterday were just 2.5 minutes.

e Despite continued high volumes of calls, we are generally
managing to answer more quickly than ever. This is a combination
of improvements to service that have been fast tracked over the
last few months, as well as moving to an integrated work force
between our Call Centres, Centralised Processing sites, and our
Frontline case managers.

o>

\
L N>

o

MyMSD
High levels of MyMSD logins continue.

e Anupdate over the weekend increased the login capacity of
MyMSD.

e On 15 May, we're introducing a new function which allows our staff
activate an option in MyMSD for the client to upload their
documents while on the phone with us. This helps us provide a
better digital service.
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e Recruitment

e The Budget 2020 Employment and Financial Support Response
provides funding to increase our workforce capacity by 807 full
time equivalent from July 2020 ($250.0 million). This is over and
above the increase of 263 FTE funded as part of Budget 2019.

e The recruitment process started this week.

| In May so far, we have helped 1,924 people into jobs.

| COVID-19 is causing a significant increase in the number of people seeking
| employment assistance. We expect to see: a mix of clients seeking
employment services, including those who have never previously sought
help from MSD; significant labour market disruption and skill shifts;
significant regional variation; and different population groups more adversely
affected than others. ;

To help New Zealanders find employment, we are building an employment
service that provides tailored support; provides more and better training; and
develops stronger partnerships with employers_

Budget 2020 provides investment in:

e Employment Service Response - to expand and adjust MSD’s
employment support services and take a more proactive and
innovative approach wnh ernployers and employees ($150.0
million).

e |nitiatives to strengﬂ'\en Employment Services for young people,
disabled people, and olqgr people.

| Our employment initi,atives'include: a Rapid Return to Work phone service
| supporting c!ienfs who've lost their jobs because of COVID-19 back into
| work; 35 vu'lual _employment centres, working with employers and job
| seekers. over the phone and online; an Employer Engagement Campaign
with emp_loyers receiving the COVID-19 wage subsidy to promote MSD
| services; and an online recruitment tool to connect employers with people
| looking for work.

| This week:

* We have developed an Employment Operating Model that captures
all our work in the employment space, which groups of people each
initiative is targeted towards, and how our staff can best provide
employment services to these groups under Alert Level 2.

* We sent out emails to three more regions as part of our Employer
Engagement Campaign. The email campaign is to keep in touch
with businesses and offer advice and support if needed. We'll learn
from this before emailing more employers.

e From go live on 28 April to Friday 8 May (nine days), our Rapid
Return to Work service had contacted 1545 clients and helped 73 of
them into work.

¢ Our online recruitment tool has been promoted to employers this
week. There has been high usage and a jump in the number of
vacancies listed.
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Housing

Of the 2604 Police Safety Orders issued since Alert Level 4 began to May
| 4th — MSD has provided accommodation support to 497 perpetrators and
victims. MSD has agreed with Police that we will continue to provide support
| where all other avenues have been exhausted, until the end of May.

into stock — however, this does not automatically impact on a reduction in
| emergency housing numbers. There have been no reports of new
Transitional Housing supply since the move to Level 3.

Wage subsidy

The Government has announced Budget 2020 that there will be a Wage
Subsidy Extension payment available to support empl'oyers iﬁcluding sole
traders, who are still significantly impacted by COVID- 19 after the 12-week
| Wage Subsidy ends. It's also available to those who haven't received the
Wage Subsidy previously. This is so they can ‘keep\__paymg their employees.

A

‘ Family and sexual violence

On 11 May, the Government announoed a slgnrﬁcant Budget 2020
investment of $202.9 million (over four years) for respondmg to pressing
family violence and sexual molence (FVSV) needs in New Zealand
communities. -

{ Our MSD team will work alongs&de our Joint Venture partners to implement
increased fundmg of 5183 million for MSD-funded specialist family violence
services. The package also includes funding for multi-agency specialist
responses to non-fatal strangulation (involving Police, Health and Justice).

)
| Social service providers
Budget 2020 includes funding to address cost pressures in MSD-funded

social services, help for providers to meet demand and continue to support
“communities, and grants for community groups.

There will also be support for Foodbanks, Food Rescue and Community
Food Services. Foodbanks continue to report high demand.

| Providers have reported that they are ready for AL2. Some, who work with
groups, were impacted by the maximum inside gathering rule of 10 people.
We have worked through this with groups and helped them manage group
numbers.

New PPE guidance and an ordering process is in place for providers under

We have on-going engagement with providers from across the sector —
| some are starting to signal that they are struggling financially. We are
| discussing this with the cross-agency group, to address concerns and

| develop joint responses.
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. Outreach Calling Campaign to vulnerable clients

| As at Friday 8 May, we had completed over 96% of calls to the highest

| priority group of older clients. The focus has now shifted to calls to other
| priority groups of older clients, and reporting has ceased for those in

| priority 1.

As at Wednesday 13 May, around 31,470 calls have been made to older
people in the priority 2, 3 and 4 groups. As expected, the calls show that
the vast majority of people are coping well and receiving support from
family or other support networks. Of the total calls made, approximately
460 (1.5%) have been referred for support services.

Of the 31,470 calls:
* 24,630 calls were made to older people in the priority 2 group, of
which 280 were referred for support
* 6,840 calls were made to older people in the priority 3 and 4
groups, of which 180 were referred for support

The breakdown of priority groups for older people are as follows:

e Priority 1 —~ people aged over 70 years, Who are living alone and
have no email address (and not reS|d|ng in residential care) — this
group is considered potentlally more vulnerable as they may not
receive targeted information. onhne

e Priority 2 — as above, but with 2 an email address — this group is
more likely to receive mformatlon ‘from broader sources, such as
online and email, but welfare “checks still important given their fiving
situation and potentlal soc|a| isolation issues

e Priority 3~ people aged over 70 years, who are living with another
person / people, and have no email address — this group is less
likely to need support, but welfare checks still important

. Pnonty 4 — as for Priority 3, but with an email address — this group
is less likely to need support

| Transitioning from CDEM groups emergency welfare response to
| longer-term recovery

| We are working with NEMA and other sub-agencies around transition
planning, with advice going to Cabinet.
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At Alert Level 2, MSD’s focus is on ensuring the following services continue:

o delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

e reopening service centres safely, encouraging phone/online channels
for those who can

o focus on a relatively narrow work programme to deliver necessary
settings and capability; and

e broadening of services provided by our partners — more fully
operational support for communities, still with a focus on vuinerable
groups.

Most of our sites reopened on Thursday 14 May, under Alert Level 2.

¢ We were well prepared for reopening, our processes rolled out
smoothly, and there were no major issues. '

e Low numbers of people have been tumning up to sites without an
appointment — we have staff appointed to triage these people, and
point them to our online and phone channels as a first point of
contact. ! N

e Face-to-face appointment nurﬁbgf'ﬁ are low, reflecting our success
in helping clients through thne and online channels.

«  Staff working in our sites have reported as being pleased with how
the reopening has gone, and fe.éling happy and safe working with
clients face-to-face again.

e Four of our §ites are yef‘to be reopened. Two will reopen on
Monday 25 May, and the reopening dates of the other two are yet
to be cqg"nfinned. Clients can still book appointments at nearby
sites..

Future Operating Model

MSD has been working on a Future Operating Model that integrates our

deliverables with how we are contributing to our COVID response, meeting

the increased demand for our services, and shows alignment to our
_strategic direction.

We have developed a high-level description of a future state and are
creating more tangible descriptions of future offerings.

Meeting increased demand for our services

We expect increased demand for MSD services as we respond to COVID-
19 and move into recovery.

e Call centres

e Keeping call wait times down is important, so we can ensure
clients quickly get the help they need over the phone. This
continues to be a major focus in AL2.

e Despite continued high volumes of calls, we are generally
managing to answer more quickly than ever.

¢ Inthe last two weeks of AL4 and the first two weeks of AL3, MSD
contact centres answered 448,651 calls compared with 369,587
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\ Communicatlons

the previous year. However, the average speed to answer reduced
from 9.39 minutes in 2019 to 6.12 minutes in 2020.

Demand this week has increased — following the move to AL2 and
the 1.5 million emails we sent out to clients last week with AL2
information.

On Monday we experienced 6,000 more calls than usual for the
start of the week. Wait times peaked at 14.5 minutes, but reduced
to 7 minutes Tuesday and to 4 minutes Wednesday. We expected
and planned for increased demand and our surge model is
performing well.

We continue to adjust for increased demand — including

recruitment, redeployment, and training.

Recruitment

Our recruitment process is ongoing, with a focus on attractmg and
employing a diverse range of people to reﬂect the commumtles we
serve.

We are also investigating deployment of our staff into pressured
business areas and seconding staff from other agencies.

Since 18 March, we have hired 460 i new staff including 200 case
managers. ' \‘ L2

Increases in main benefit numbers : are reponed in the Income Support and
Wage Subsidy Weekly Updale on the MSD website, every Friday.

-\-\.._\_‘-._-

| We continue to update the Work & Income website with information for our
‘ clients as the ﬁrst pomt of contact for information.

In May so far. we have helped 3,491 people into jobs. This has already
surpassgq the number in April.

COVID-19is causing a significant increase in the number of people seeking
employment assistance. To help New Zealanders find employment, we are
_building an employment service that provides tailored support; provides
more and better training; and develops stronger partnerships with
employers.

This week:

At AL2, sites have reopened and are now offering the same
functions as the 35 virtual employment centres stood up under AL3.
Since commencement, our Rapid Return to Work service -
supporting clients who've lost their jobs because of COVID-19 back
into work — has helped 300 people into employment.

Our online recruitment tool, which connects employers with people
looking for work, has been promoted across MSD communication
channels this week. This has attracted high click-through rates and
more job advertisements.
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¢ An all of Government survey went out to all wage subsidy recipients
on Friday 15 May, to learn more about business and their
experience during COVID-19. We are using these results to inform
the next steps of our Employer Engagement Campaign, through
which we connect with wage subsidy recipients to promote MSD
services.

Emergency financial assistance for caregivers

The Government has announced an increase of $25 a week for Orphan’s
Benefit and Unsupported Chiid's Benefit (OB/UCB). The increase is effective
from 6 July 2020.

Housing

| Emergency Housing numbers continue to increase. A focus on Public
| Housing Needs Assessments for those in Emergency Housing is seeing
| Public Housing Register numbers increase also. Ne\y supply is coming on
slowly. .

As at 18 May 2020 there were 73 people in_ Correctlons-funded emergency
housing motels who have been released from pnson during Alert Levels 4
and 3. Over the same period, MSD have funded emergency housing for 81
people who are Corrections cohort. cllents and already in the community.
MSD is working with Corrections to transmon these clients into the most
appropriate accommodatlon P L

— 7

Wage subsidy sy

L.)

We are working on readiness for the wage subsidy extension on 10 June,
announced as_part of-Budget 2020. This includes business and IT
requirements, worklng with Inland Revenue to organise resourcing. MSD
resourcmg is needed for processing applications, answering queries and
:ntegnty Wage submdy—related queries remain high.

Social serwce providers

-Providers appear to have made the transition to AL2 well, with inquiries to
| the community information inbox having slowed to only a few queries each
day.

Requests for PPE have also slowed, which is likely to be a combination of
supply availability and clearer guidelines about when they are needed.

MSD received significant funding from Budget 20 for COVID response and
recovery work with communities. We are working through a plan for the
distribution of the funding and the establishment of processes to support
this.

Qutreach Calling Campaign to vulnerable clients — final update

MSD has been coordinating calls during the COVID-19 pandemic to our
over 70's to check in, provide support and link those needing help to
appropriate provider groups. The priority for the calling was to get in touch
with those who are registered with MSD as living alone, who don't have
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| email addresses listed, as they are the most at risk of being isolated and
| not knowing where to get help.

There are close to 97,000 people aged 70+ who live alone and have no
email address.

| MSD worked with approximately 700 callers from a range of organisations,
such as Councils, CAB, Age Concern, and providers who contract to MSD
— people re-deployed from their usual work in government agencies
(including MSD) and non-government organisations.

The majority did not need any help. Roughly 2.5% percent of people
needed support, which generally related to accessing food/groceries or
medication.

For many reasons there were about 30% of the people we couldn't reach.
The Citizens Advice Bureau assisted with trying different approach&s to
contact many of these people.

| We received feedback on the positive impact this calling'camf:aign had for
those called, as well as from the volunteers themselves

o As at Friday 8 May, we had completed over 96% of calls to the
highest priority group of older cllents In total, this amounted to
over 120,000 calls made, so we‘ended up calling a broader range
of people than anuclpated in our ﬁrst pnorlty group. Around 2,950
people were referred for supporl (mcludmg 35 who required

emergency help) —~— N2
o~ We then shlfted our focus to calls to other priority groups of older
clients. \ \

o~ Bythe tlme callmg had wrapped up on 15 May, we'd made close to
35,0000 addmonai calls to older people in other priority groups. As
expected, ‘the calls show that the majority of people are coping well
and receiving support from family or other support networks. Of the
total calls made, approximately 480 (1.5%) have been referred for
support semces (including 6 requiring emergency help).

| Transitioning from CDEM groups emergency welfare response to
| longer-term recovery

MSD is working alongside NEMA around transition arrangements for
meeting immediate welfare needs, with oversight through Caring for
| Communities Governance.

| This includes transition arrangements for

e (0800 numbers for all 16 CDEM regions — as demand through those
phone lines begins to decrease
¢ Household goods and services — food security arrangements
remain critical, with foodbanks continuing to experience high
demand. MSD received funding through Budget 20 to establish a
three-tiered model of support to ensure food security:
o Funding to establish a commercial distribution centre, in
partnership with Kiwiharvest
o Funding two NGOs to establish a best practice model for
food rescue and foodbank operation
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o Transitional and longer term (2 years) funding for
Foodbanks
e Accommodation — working with HUD, Kaianga Ora and MBIE to
ensure housing related needs are met through existing
arrangements, or met in the transition period through MBIE's
Temporary Accommodation Service.

Critical to the transition is to ensure there are no gaps in support, including
for those groups not eligible for assistance from MSD.

| Elements of the transition and longer term recovery plans are currently
being finalised.
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At Alert Level 2, MSD'’s focus is on ensuring the following services continue:

o delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

e reopening service centres safely, encouraging phone/online channels
for those who can

e focus on a relatively narrow work programme to deliver necessary
settings and capability; and

e broadening of services provided by our partners — more fully
operational support for communities, still with a focus on vulnerable
groups.

Meeting increased demand for our services

We expect increased demand for MSD services as we respond to COVID-
19 and move into recovery. . .

In the short term, we are focused on meeting the increésed demand that
will be caused by the extension of the wage subsidy scheme, the
introduction of the COVID-19 Income Rehef Payment and increasing
benefit numbers.

.\

QOur focus is on our readiness to{meét the5é 'inimediate demand needs. We
are planning to meet these needs by

e Increasing woﬂtforce capaclty and capability

o} Recrwtment of 500 new staff by the end of June

o Redeploymg existing staff into pressured business areas
° FUI‘“'\EI'II‘\'IQ our digital support for meeting demand

o. Increasing the number of MyMSD concurrent users (we

% ~ have already increased capacity from 1,800 to 4,000,
_ further capacity updates upcoming)
‘o Increasing the performance and functionality of MyMSD
c Core platform upgrades, including increasing the capacity
of our task management software

o Continuing to increase hardware capacity

« Streamlining the application processes so we can more quickly
meet clients’ needs

We are establishing a new hub in Hastings to deliver telephone support
and processing with a strong recruitment focus that will support more New
Zealanders into employment following the impacts of COVID-19. 50 new
full-time staff will be working in the hub from 1 July, with possible
expansion over the next 12-18 months.

Call centres

Keeping call wait times down is important, so we can ensure clients quickly
get the help they need over the phone.

Demand has been high this week, due in part to Monday's announcement
of the COVID-19 Income Relief Payment. Wait times have averaged 11.5
minutes. This is similar to pre-COVID wait times, despite the increased call
volumes we are experiencing.
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We are expecting high call volumes to continue, and continue to manage
these through recruiting new staff, redeploying existing staff, and opening
our new hub in Hastings.

Increases in main benefit numbers are reported in the Income Support and
Wage Subsidy Weekly Update on the MSD website, every Friday.

46% of staff are now back in the office across our National Office
campuses. We are expecting this to increase next week.

In May so far, we have helped 5,1 86 people into jobs.

| COVID-19 is causing a significant increase in the number of people seeking
[ employment assistance. To help New Zealanders find employment, we are
building an employment service that provides tailored support; provides
more and better training; and develops stronger partnerships with
employers.

y Y

This week: N )
e Our Rapid Return to Work service teams have contacted more than
2,200 people. Of these, almost 400 people are continuing to work
with us, over 800 people are now self-navigating their job search

and 334 people have been supported back into work.

* From 27 May, clients were ab{e to_ use the new “Need help finding
work?" function in MyMSD. This new enables our Job Connect team
to contact the client to talk about our employment services.

o This function went live on 27 May. On that day, 130 people
used the function to identify they wanted to talk to us about
employment services.

e We have another round of emails going out to wage subsidy
recipignis_as: part of our Employer Engagement Campaign. This is

so wé"‘caﬁ gather intel and promote MSD services to them and their
staff.

COVID-19 Income Relief Payment

| From 8 June, people will be able to apply for a new COVID-19 Income Relief
Payment, which provides additional support for those who have lost their
jobs due to the impacts of COVID-19.

The payment is designed to minimise the disruption for people that have
suddenly lost their jobs, as well as give them time to look for other work.

People will be able to apply for the new payment online. Training for our staff
to deliver this payment will start next week.

Housing

MSD has agreed with Police to cease the COVID-19 emergency housing
response for perpefrators of Police Safety Orders at the end of May.
Communications have been provided to front line staff at both Police and
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Wage subsidy

We are continuing work on readiness for the wage subsidy extension on 10
June, announced as part of Budget 2020. Emails have been sent out to all
previous wage subsidy recipients to inform them of the extension and
integrity enhancements for the scheme are being worked through.

Social service providers

We are working on establishing a new fund to support community service
providers through the COVID recovery, announced as part of Budget 20.
This will be set up within the next month.

Communications have been sent to Family Violence, Building Financial
Capability service providers, and Heartland services to confirm fundmg
arrangements from 1 July.

We are continuing to support hapa and iwi organisations to best position
whanau and communities for recovery by leading collaborative work with
multiple iwi and agencies. This week, we began consultahon with iwi
leaders. -

N,

Transitioning from CDEM groups emergency welfare response to
longer-term recovery N

Draft guidance on planning for the trans:tlon of COVID-19 welfare functions
was sent out to CDEM Group. Managers and MSD Regional
Commissioners for consultatlon on Wednesday 27 May.

This guidance is to help plan and prepare for the transfer of immediate
welfare support functlons from CDEM Groups to MSD and other

| responsible serwce delivery agencies, while longer term recovery
arrangements are being established. It provides a foundation for transition
planning.in the regions, with the acknowledgement that different regions

| will have dlfferent needs and situations.

_‘ _Food security

MSD received funding through Budget 20 to establish a three-tiered model
of support to ensure food security:

e Funding to establish a commercial distribution centre, in
partnership with Kiwiharvest

e Funding two NGOs to establish a best practice model for food
rescue and foodbank operation

e Transitional and longer term (2 years) funding for food banks

Applications from food banks for Community Food Transition Grants
opened 26 May and close 8 June. Applicants will be informed of the
outcome of their application by 12 June 2020. We sent communications out
to food banks prior to the opening of the grants process.
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At Alert Level 2, MSD's focus is on ensuring the following services continue:

« delivery of benefit payments, subsidies, financial support, emergency
housing services, public and transitional housing, and employment
services

e reopening service centres safely, encouraging phone/online channels
for those who can

o focus on a relatively narrow work programme to deliver necessary
settings and capability; and

e broadening of services provided by our partners — more fully
operational support for communities, still with a focus on vulnerable
groups.

Meeting increased demand for our services

We expect increased demand for MSD services as we respond to COVID-
19 and move into recovery.

in the short term, we are focused on meeting the increésed demand that
will be caused by the extension of the wage. subSidy scheme, the
introduction of the COVID-19 Income Rellef Payrnent and increasing
benefit numbers. \ /

Our focus is on our readiness to"'méét'thegé "irﬁmediate demand needs. We
are planning to meet these needs by

e [ncreasing workforce capaclty and capability
e} Standmg up new hubs to deliver telephone support and
processing — the Hawkes Bay hub will be working from 1
~July, with a site in Whanganui to follow soon after.
o Recruitment of 500 new staff by the end of June — 225
~ staff have been hired so far.
.o Redeploying existing staff into pressured business areas.
« Identity, Verification, and Integrity
o A'portal is being developed between Inland Revenue and
MSD to help with information sharing for the wage subsidy
extension and COVID-19 Income Relief Payment,
approved by the Office of the Privacy Commissioner.
s Furthering our digital support for meeting demand
o Increasing the number of MyMSD concurrent users (we
have aiready increased capacity from 1,800 to 4,000,
further capacity updates upcoming).
o Increasing the performance and functionality of MyMSD .
o Core platform upgrades, including increasing the capacity
of our task management software.
o Continuing to increase hardware capacity.
e Streamlining the application processes so we can more quickly
meet clients’ needs
o From 8 June, we're making changes to how we process
applications for Jobseeker Support — to enable quicker
decision making and processing of benefit grants.
o Much of the application will be auto-populated for certain
types of clients. Staff have received training this week,
ready for go live on Monday.
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o This is the first in a series of changes we’'ll be making, and
we'll be adding other financial assistance types over time.

Call centres

Keeping call wait times down is important, so we can ensure clients quickly
get the help they need over the phone.

Demand has been high this week, following the long weekend, with wait
times averaging more than 16 minutes. We expect to recover these wait
times today.

Qur call centres have been focused on training staff to answer queries
about the wage subsidy extension and the Income Relief Payment, so we
can respond to demand when those schemes go live next week.

We have also been putting staff on emergency and hardship graﬁt c}ﬁeues.
so we can provide assistance over the phone and keep our sne
appointments down. \

In AL1, our sites will continue to operate as they. have béen in AL2 — only
those who have appointments will be able to enter.our offices. While we
welcome clients into our sites who need face-to-face appointments, we can
increasingly provide a better and faster serwoe through calls or online.

Increases in main benefit numbers are reported in the Income Support and
Wage Subsidy Weekly Update on the hﬁ‘ISD website, every Friday.

In May, we helped 6680 'pc\:o;ilq into jobs.

COVID-19 is causing a significant increase in the number of people seeking
employment assistance. To help New Zealanders find employment, we are
building an employment service that provides tailored support; provides
more and better training; and develops stronger partnerships with
employers.

This week:
e 80-100 people a day have been accessing our Rapid Return to Work
service through MyMSD, many of whom are highly skilled and ready
to start work immediately. Our teams have supported more than 330
people into work through this service. We are expecting increasing
demand for the service following the introduction of the wage
subsidy extension and Income Relief Payment.

Wage subsidy

We are ready to roll out the wage subsidy extension on Wednesday 10 June.
Applications will be open until 1 September 2020. If employers have been
paid the original wage subsidy, they will need to wait for that 12-week period
to end before they reapply. MSD will send a reminder to employers when it
is time to reapply. The minimum decline in actual or predicted revenue has
been decreased from 50% to 40%.

Staff have been trained to process applications for the extension. A call has
gone out to staff for help with processing applications.
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| COVID-19 Income Relief Payment

The payment is ready to go live on Monday 8 June. Clients already receiving
| a benefit, and who have lost their jobs due to the impact of COVID-19, can
opt to switch to the new payment.

Staff training started this week, and will be continued over the weekend. We
have run systems testing for the payment and will have a range of post-
| implementation support measures in place.

New Zealand Superannuation Modernisation

As part of the Budget 19, the Government announced proposed changes to
New Zealand Superannuation (NZS) and Veteran's pension (VP). The
changes aim to simplify these payments and make them betw reﬂect our
| society today.

A decision has been made to delay introducing these prdposed changes until
9 November 2020. This will allow us to continue our. focus on supporting
people affected by COVID-19 and ensure they get the help they need.

Existing clients will continue to receive their payments from us as normal.

Social service providers PN NS

.

We are working on establlshlng a new fund to support community service
| providers through the COVID recovery the community Capability

| ‘Resilience Fund - announced as part of Budget 20. This will be set up
within the next month. So far, we have designed the criteria, application
and approval process

| Transitioning from CDEM groups emergency welfare response to
longer-term recovery

MSD and NEMA have finalised Transition guidance to support regional

| CDEM Groups and MSD Regional teams. Many regions have started

| transition of key welfare functions, including standing down 0800 numbers
and referring people directly to key agencies for support.

{ Regions that transitioned 0800 numbers from COP Tuesday 2 June

} included: Northiand, Waikato, Bay of Plenty, Taranaki, Central, Wellington
| and Canterbury. And from Friday 5 June: East Coast, Nelson / Tasman

| and West Coast. Auckland and Southern regions are working with their
respective CDEM Groups on transition planning.

The Government Helpline will remain operational as a key channel for
people seeking information on supports available, and referral to the
correct agency. Operations will continue be reviewed according to need
until transition arrangements are complete.
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' Food security
|
‘ A new Food Secure Communities web-page has been set up that provides

details of funding opportunities and other support for foodbanks, food

| rescue and other community food services. Applications for short term

‘ funding in the transition from Civil Defence Emergency Management
(CDEM) opened on 26 May. Longer term funding for increased demand, as

well as for creating Food Secure Communities opened on 29 May.

We have asked a number of organisations to promote the funding
opportunities through their relevant provider networks, including: Civil
Defence Emergency Management Groups, the philanthropy sector,
relevant MSD, Oranga Tamariki and Te Puni Kokiri staff, MSD and Oranga
Tamariki newsletters and a number of NGO umbrella groups (including

| Kore Hiakai Zero Hunger Collective and food rescue networks). We've
also asked MSD regions to make contact with organisations in their area.
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