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Official Information Act request 

Thank you for your email of 28 December 2026, requesting policies and procedures 
relating to financial assistance for Jobseeker Support recipients. 

I have considered your request under the Official Information Act 1982 (the Act). 
Please find my decision on each part of your request set out separately below. 

The Ministry of Social Development (the Ministry) has publicly released most of 
the information you have requested. Accordingly, this response provides links to 
where you can find the information. I also include some general contextual advice 
and documents where applicable.  

1. Operational Policy and Procedure Documents 

All current operational guidance, including relevant sections of the Manual and 
Procedure (MAP) or equivalent documentation, relating to: 

• Special Needs Grants (food grants, electricity/gas assistance, emergency housing, 
and other essential needs) 

• Recoverable Assistance Payments 

• Temporary Additional Support 

• Advance Payments of Benefit 

• Any other discretionary or hardship assistance available for essential living costs 

Special Needs Grant- www.workandincome.govt.nz/map/income-
support/extra-help/special-needs-grant/introduction.html 

• Eligibility Criteria- www.workandincome.govt.nz/map/income-
support/extra-help/special-needs-grant/qualifications.html 

• Food, electricity/gas assistance and many other categories of assistance 
are available under the Special Needs Grant. For more information, please 
see: 

o www.workandincome.govt.nz/map/income-support/extra-
help/special-needs-grant/essential-needs.html 
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o www.workandincome.govt.nz/map/income-support/extra-
help/special-needs-grant/emergency-needs-01.html 

o www.workandincome.govt.nz/map/income-support/extra-
help/special-needs-grant/payments-to-people-in-specific-
circumstances-01.html 

• Emergency housing is not a category of essential need under the Special 
Needs Grant, but is now under its own separate welfare programme with 
its own set of criteria- www.workandincome.govt.nz/map/income-
support/extra-help/emergency-housing/index.html 

• Income and Asset Limits: 
o Income limit- www.workandincome.govt.nz/map/income-

support/extra-help/special-needs-grant/income-limit-01.html  
o Asset limit- www.workandincome.govt.nz/map/income-

support/extra-help/special-needs-grant/cash-asset-limits-01.html 
• Payment- https://www.workandincome.govt.nz/map/income-

support/extra-help/special-needs-grant/payment.html 
• Evidence required for applying for a Special Needs Grant can be found 

here- www.workandincome.govt.nz/map/income-support/extra-
help/special-needs-grant/verification.html 

Recoverable Assistance Payments- 
www.workandincome.govt.nz/map/income-support/extra-help/recoverable-
assistance-payment/introduction.html 

  

• “The Recoverable Assistance Programme provides non-taxable, interest 
free, recoverable financial assistance to non-beneficiaries to meet essential 
immediate needs for specific items or services.” 

As this type of assistance is for non-beneficiaries, recipients of Jobseeker 
Support will not be entitled to this additional assistance. 

Temporary Additional Support- www.workandincome.govt.nz/map/income-
support/extra-help/temporary-additional-support/introduction.html 

  

• Eligibility Criteria- www.workandincome.govt.nz/map/income-
support/extra-help/temporary-additional-support/qualifications.html 

• Allowable Costs- https://www.workandincome.govt.nz/map/income-
support/extra-help/temporary-additional-support/allowable-costs-01.html 

• Income and Asset Limits: 
o There is no income threshold to get Temporary Additional Support 

as it is based on whether someone has a deficiency of income of 
more than $1.00 using the formula for Temporary Additional 
Support- www.workandincome.govt.nz/map/income-support/extra-
help/temporary-additional-support/formula-for-temporary-
additional-support-01.html 
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o Asset limit- www.workandincome.govt.nz/map/income-
support/extra-help/temporary-additional-support/cash-assets-
01.html 

• There is no initial stand-down period for Temporary Additional Support. 
• Payment- www.workandincome.govt.nz/map/income-support/extra-

help/temporary-additional-support/payment.html 

Advance Payment of Benefit- www.workandincome.govt.nz/map/income-
support/extra-help/advance-payment-of-benefit/introduction.html 

• Eligibility criteria- www.workandincome.govt.nz/map/income-
support/extra-help/advance-payment-of-benefit/qualifications.html 

• Payment Categories- https://www.workandincome.govt.nz/map/income-
support/extra-help/advance-payment-of-benefit/payment-categories-
01.html 

• Income and Asset Limits: 
o Income limit- www.workandincome.govt.nz/map/income-

support/extra-help/advance-payment-of-benefit/income-limits-
01.html 

o Asset limit- www.workandincome.govt.nz/map/income-
support/extra-help/advance-payment-of-benefit/cash-asset-limits-
01.html  

• Payment- https://www.workandincome.govt.nz/map/income-
support/extra-help/advance-payment-of-benefit/payment.html 

Other discretionary or Hardship assistance for essential living costs 

Housing Support Products- www.workandincome.govt.nz/map/income-
support/extra-help/housing-support-products/index.html 

There are also a variety of Housing Support Products (HPSs), the majority of 
which are recoverable discretionary grants and are available to any client 
who meets the qualifications of each kind of assistance. Most HSPs require the 
client to be experiencing a specific living situation (e.g. the client must be 
moving into accommodation to receive the Moving Costs Grant) to be eligible for 
the grant.  

Linked below is the eligibility criteria and information for one of the HSPs we 
offer (Accommodation Costs Arrears Grant) as an example. Further information 
about each of the HSPs can be found here- 
www.workandincome.govt.nz/map/income-support/extra-help/housing-support-
products/index.html 

 Accommodation Costs Arrears Grant- 
www.workandincome.govt.nz/map/income-support/extra-help/housing-support-
products/accommodation-costs-arrears-grant/introduction.html 

  

• Eligibility Criteria- www.workandincome.govt.nz/map/income-
support/extra-help/housing-support-products/accommodation-costs-
arrears-grant/qualifications.html 
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• Income and Asset Limits: 
o Income limit- www.workandincome.govt.nz/map/income-

support/extra-help/housing-support-products/accommodation-
costs-arrears-grant/income-limit.html 

o Cash asset limit- www.workandincome.govt.nz/map/income-
support/extra-help/housing-support-products/accommodation-
costs-arrears-grant/cash-asset-limit.html 

• Payment- www.workandincome.govt.nz/map/income-support/extra-
help/housing-support-products/accommodation-costs-arrears-
grant/payment.html 
 

2. Eligibility and Assessment Criteria 

Documentation setting out: 

• The criteria used to assess eligibility for each type of assistance 

• Any income, asset, or frequency thresholds applied 

• Stand-down periods or limits on how often assistance can be granted 

• The evidence or documentation required from applicants 

• Any specific criteria or different treatment for particular circumstances (e.g., 
families with children, people with health conditions, people in emergency 
situations) 

Points 1, 2, 3 and 5 have been answered by the links provided in response to 
Question 1. 

The evidence or documentation required from applicants 

Based on conversations with clients, staff can determine whether evidence is 
required. 

Any specific criteria or different treatment for particular circumstances (e.g., 
families with children, people with health conditions, people in emergency 
situations)  

Ministry staff apply the same standard to everyone, while recognising that each 
client’s circumstances are unique. Staff can use their discretion when appropriate 
to ensure decisions reflect individual needs.  

3. Decision-Making Guidelines 

• Any checklists, decision trees, or assessment tools used by case managers when 
determining applications 

• Delegation levels — i.e., what amounts or types of assistance require supervisor 
or manager approval 

• Guidelines on the exercise of discretion, including any instructions on when to 
approve, decline, or refer applications 

• Any "hardship" definitions or thresholds used in assessments 
• Guidance on how to assess whether a cost is "essential" 

‘Discretion’ is defined on Map here- 
www.workandincome.govt.nz/map/definitions/discretion.html 
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For most benefits, we do not provide specific guidelines on the exercise of 
discretion, however staff are aware that where guidance includes the word “may” 
instead of “shall” or “must”, this gives the decision-maker the ability to make a 
reasoned judgement within a “range” of decisions that are potentially available. 

It is important that our staff follow the guidance on Map when making decisions 
to approve, decline or refer applications. Specific guidance for each benefit on 
these instructions can be found in the links above. 

Any “hardship” definitions or thresholds used in assessments 

There is no specific definition of “Hardship” under the Social Security Act 2018 or 
on Map. Hardship for each benefit is usually assessed by calculating a client’s 
income and cash assets, alongside other specific eligibility criteria. 

Guidance on how to assess whether a cost is “essential” 

This has been answered by the links provided in response to Question 1. 

4. Staff Training Materials 

• Any current training materials, guides, or quick-reference documents provided to 
case managers regarding the assessment of hardship assistance applications. 

The Ministry identified five training documents in scope of your request, attached 
as Appendices 1 to 5: 

• Appendix 1 Introduction to hardship assistance   
• Appendix 2 Car repairs 
• Appendix 3 Advance Payment Balance and Exceptional Circumstances 
• Appendix 4 Scenario 1 Glasses 
• Appendix 5 Scenario 2 Power 

 

5. Recent Policy Updates 

• Any operational circulars, policy updates, or changes to guidance issued in the last 
24 months relating to the above forms of assistance. 

When operational policy guidance has been substantially updated on Map, this 
will be announced here- www.workandincome.govt.nz/map/index.html 

Previous substantial updates from 2024 and 2025 can be found here: 

• www.workandincome.govt.nz/map/changes/map-changes-in-2025.html 
• www.workandincome.govt.nz/map/changes/map-changes-in-2024.html 

Operational policy is constantly updated through making small changes to 
wording and phrasing to ensure that our guidance best reflects the current 
legislation and policy intent. When inconsistencies from staff are raised, we look 
to make changes to Map to ensure staff can follow the most accurate and best 
practice when making decisions for our clients. 

Many of these small adjustments are within the core policy space, which means 
the change will affect all kinds of assistance we offer. This means there would be 
a high volume of changes that would affect every kind of assistance information 
has been requested on. 
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Similarly, when there are large policy changes, they may have flow on effects on 
our current operational policy to other kinds of assistance and may require small 
adjustments that will not affect the operation of the kind of assistance in practice 
and therefore may be outside the scope of information that has been requested.  

6. Review and Reconsideration 

• The process for reviewing or reconsidering declined applications 
• Any internal guidance on how reconsideration requests should be handled 

• Information about escalation pathways available to applicants 

The Ministry’s guidance regarding reviews and appeals can be found here:  

https://workandincome.govt.nz/map/income-support/core-policy/reviews-and-
appeals/reviews-and-appeals.html 

I will be publishing this decision letter, with your personal details deleted, on the 
Ministry’s website in due course. 

If you wish to discuss this response with us, please feel free to contact 
OIA_Requests@msd.govt.nz. 

If you are not satisfied with my decision on your request, you have the right to 
seek an investigation and review by the Ombudsman. Information about how to 
make a complaint is available at www.ombudsman.parliament.nz or 0800 802 602. 

Ngā mihi nui 

pp.  

Anna Graham 
General Manager 
Ministerial and Executive Services 
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reassurance that you’re on the right track, please discuss with your Capability Developer.

MAP can provide legislation and policy

We need to consider each whānau circumstances individually

How we help will depend on the circumstances

As you proceed through the module you will come across hyperlinks that will take you to
source information.  

You may wish to bookmark these pages so that you can return to them with ease when
completing processing actions when you've completed your learning.

Helping with empathy and compassion

Supporting our whānau

Special Needs Grant

Advance Payment of Benefit

Recoverable Assistance Payment

Preferred supplier arrangements

Discretion

Manager's approval

Payments

Declining an application

 



Reflection Point

Conclusion 



Lesson 1 of 12

Helping with empathy and compassion 



Have you ever been in a situation where something unexpected has happened, your tyre blows out,

or the children need new shoes, or your sister says she’s stranded in Whakatāne and could you ‘lend’

her the fare home?

The stress is compounded when there is nothing in reserve and you get an unexpected bill, have to

pay for something urgently, or have a personal emergency.

Depending on the situation MSD may be able to provide ongoing assistance,

or a one-off payment.  

What that payment is depends on whether whānau are receiving a benefit

and what the costs are.  

Sometimes the emergency assistance must be repaid. 

 



 



 



 



 



 



 



When whānau apply multiple times for a hardship payment, there is an expectation that they take

steps to reduce their costs or increase their income. 

Whānau may also be asked to attend budgeting before they apply for further help. 

Lesson 2 of 12

Supporting our whānau 



 



 



 



 



 



 



 



As always, there are exceptions which you will need to be familiar with.

It can, at times, be difficult to identify whether whānau have entitlement to a Special Needs Grant. 

MAP should be your first resource.  It outlines specific situations that you might only encounter once

a year or so.

Special Needs Grants are paid for a variety of reasons and are available to non-beneficiaries as well

as beneficiaries. If a Special Needs Grant doesn’t cover the full cost to meet whānau need, the

balance may be paid under other recoverable assistance.

 



 



 



 



 



 



 



 



There are exceptions you need to be familiar with

MAP should be your first resource if you're unsure

The grants are available to beneficiaries and non-beneficiaries

If the grant doesn’t cover the full cost to meet whānau need, consider if the balance
can be paid under other recoverable assistance

 



People receiving a main benefit, Orphans or Unsupported Childs Benefit, NZ Superannuation or

Veteran’s Pension may get an advance of up to 6 weeks of their current benefit entitlement if they

have an immediate or essential need; for example, whiteware, glasses, power, or school uniforms.

Lesson 4 of 12

Advance Payment of Benefit 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



For example, we may have determined that whānau meet the eligibility and entitlement

qualifications for a food grant. There is no discretion here  if they meet the qualifications, we must

grant the assistance. 

How much the food grant is, within the limits available, is up to our discretion to decide. Every case

should be determined on its own merits.  However, there must be consistency of decision-making;

we need to be non-judgemental and impartial but within policy intent.

Considerations
Factors you should consider may include (but are not limited to):

 



 



 



 



 



 



 



Demonstrate manaakitanga by treating whānau with
kindness and respect, by encouraging and

supporting them.  

Do they fully understand why we’ve had to decline their application?  Is there another type

of assistance they may be entitled to?  Can they go somewhere else for help?

Clearly explain the reasons we are unable to provide the hardship

assistance

Check whānau understand, and rephrase if needed

Is there another service provider in the Family Services Directory you

can refer them to?

Your hardship notes must clearly document your decline decision

and other options you’ve discussed

Explain that whānau have the right to review the decision if they

disagree, and that they have three months from today to do so. Your

notes are crucial to any review

Assure them that you will be sending them a letter to explain why the

application was declined and information about reviewing the

decision

Check that they are receiving their full and correct entitlement EG:

Accommodation Supplement, Disability Allowance or Temporary

additional support

 



 



How might you put whānau at ease when they are stressed and in need of immediate
assistance? 
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1.6 Multiple Choice Question 

(Pick Many, 10 points, 1 attempt permitted) 
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Advance Payment Balance and Exceptional 
Circumstances 
1. Untitled Scene 
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(Multiple Choice, 10 points, 2 attempts permitted) 
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1.5 Complete the missing information to calculate John’s advance balance. 

When completing the table, enter dollar and cents amounts e.g. 250.00 and 

press tab. If your answer shows as incorrect re-enter amount. Click on ‘Details’ 

to get scenario. 
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1.9 Discretion 

 

 


	OIA Decision letter JONES.pdf
	Appendix 4 Scenario 1 - Glasses - redacted copy.pdf
	Appendix 5 Scenario 2 - Power - redacted copy.pdf
	Appendix 1 Introduction to hardship assistance - redacted copy.pdf
	Appendix 2 Car repairs - redacted copy.pdf
	Appendix 3 Advance Payment Balance and Exceptional Circumstances - redacted copy.pdf



