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Investigator Client Service Integrity
Client Service Support
Our purpose
Manaaki tangata, Manaaki whānau
We help New Zealanders to be safe, strong and independent
Our commitment to Māori
As a Te Tiriti o Waitangi partner we are committed to supporting and enabling Māori, whānau, hapū, Iwi and communities to realise their own potential and aspirations.
Our strategic direction
[image: Image showing MSD's three strategic shifts: Mana manaaki - A positive experience every time; Kotahitanga - Partnering for greater impact; Kia takatū tātou - Supporting long-term social and economic development]
Our Values
[image: Our MSD Values: Manaaki - We care about the wellbeing of people; Whānau - We are inclusive and build belonging; Mahi tahi - We work together, making a difference for communities; Tika me te pono - We do the right thing, with integrity]
Working in the Public Service
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work.
The outcomes we want to achieve
	New Zealanders get the support they require
	New Zealanders are resilient and live in inclusive and supportive communities
	New Zealanders participate positively in society and reach their potential


We carry out a broad range of responsibilities and functions including 
Employment, income support and superannuation
Community partnerships, programmes and campaigns
Advocacy for seniors, disabled people and youth
Public Housing assistance and emergency housing
Resolving claims of abuse and neglect in state care
Student allowances and loans
He whakataukī*
	Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
	If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people


*	We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī 
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Position detail
Overview of position
Manage and deliver MSD's welfare and public housing fraud prevention and response strategy, investigating client circumstances and facilitating outcomes, to enhance public confidence in the integrity of the welfare system.
Provide specialist advice, skills, education, services and support to MSD employees and stakeholders to raise awareness and increase capability to prevent, detect and deter fraud.
Location
Various
Reports to
Manager Client Service Integrity
Key responsibilities
Investigation 
· Manage and conduct investigations into fraud cases: 
· complete detailed case appreciation, investigative and interview plans and risk assessments
· engage with clients and/or their representatives, managing the relationship(s) throughout the investigation
· gather evidence within MSD guidelines from a wide variety of sources, and manage that evidence appropriately to maintain its integrity and admissibility in any subsequent review, appeal and/or prosecution process
· plan and conduct forensically admissible interviews with suspects, witnesses and stakeholders to gather facts and challenge inconsistencies
· plan and coordinate the preparation and execution of search warrants and/or production orders
· complete the investigation summary to support the investigation outcome
· determine sanctions and/or enforcement and provide comprehensive instructions to review benefit entitlements, as appropriate
· determine the appropriateness of asset seizure, and refer to police
· confirm debt repayment negotiations
· deliver written communication to clients advising the investigation outcome.
Prosecution
· Manage the end-to-end prosecution process:
· evaluate and determine cases to refer for prosecution and recommend the charges to be filed
· draft and prepare prosecution file, including charges and summary of facts for Legal Services to consider evidential sufficiency
· prepare the Court Summons to Defendant and Initial Disclosure, and effect service upon the defendant(s)
· manage the disclosure process
· manage the formal written statements process and/or Briefs of Evidence for witnesses presenting evidence and/or exhibits in court
· manage witnesses throughout the prosecution process, keeping them informed and supported, and facilitate the payment of witness fees
· prepare trial folder(s) for defended hearings
· attend court as the Officer in Charge of cases during trials, provide support to the prosecution team and appear as an expert witness for MSD as required
· manage the relationship with Crown Law where it has been necessary to refer a prosecution file to them.
Facilitation
· Complete case appreciation, facilitation interview plans and risk assessments
· Engage with clients and/or their representatives to discuss fraud allegations, their understanding of their obligations and rights, and the importance of voluntary compliance.
Prevention
· Champion fraud prevention to raise awareness and minimise the opportunities of fraud occurring:
· provide specialist advice and prevention techniques to increase the capability of Service Delivery to identify fraudulent activities early, and support clients to make informed decisions
· educate, assist and support clients to prevent and deter potential offending, and enable and support their decision making
· identify areas of risk in operational practices and recommend mitigations.
Risk management
· Actively identify, manage and review risks associated with cases, adhering to the fraud Risk Identification and Management framework:
· identify options for addressing potential problems, determining the benefits and risks of each 
· work with managers to develop and implement effective strategies to mitigate risks
· identify and escalate any systemic fraud opportunities that place MSD at risk.
Networking and relationship management
· Develop and manage client relationships, considering individual needs, cultures and diverse backgrounds to establish a deeper understanding of personal circumstances to support investigation decisions
· Establish and cultivate close advisory relationships with MSD employees, facilitating the sharing of information and optimising best practice in relation to fraud
· Identify key stakeholders and build proactive relationships to work co-operatively with them on initiatives of mutual benefit and fraud prevention
· Maintain a positive, credible profile for Fraud Intervention Services and MSD in all interactions.
Caseload
· Manage and prioritise caseload within agreed standards and timeframes, ensuring plans, risk assessments and case notes are clearly documented throughout the investigation
· Work alongside clients and broker all available assistance to support a sustainable outcome, including referrals based on client and family/whanau needs and ensuring correct financial entitlements 
· Write comprehensive reports for the Benefit Review Committee (BRC) in response to a review of a decision made on an investigation case presenting the report at the BRC hearing, and attend any jurisdiction hearing on the issue of Res Judicata
· When required, work alongside legal services to prepare cases for the Social Security Appeal Authority, and attend hearings to provide expert knowledge and present all relevant information. 
Knowledge 
· Maintain up-to-date knowledge of MSD’s strategic direction and specialist knowledge of appropriate legislation, Acts administered by MSD, case law, policy, practice and guidelines, and products and services
· Keep abreast of new developments in investigative methodology, interviewing techniques and evidence gathering.
Information management and privacy 
· Respond to Official Information Act and Privacy Act requests within set timeframes
· Maintain complete, concise and up-to-date client record information in business systems to inform effective decision making that supports the client and ensures a consistent experience across delivery channels
· Maintain the integrity of sensitive and confidential information ensuring it is only disclosed to those with appropriate authority, to protect privacy and confidentiality.
Embedding te ao Māori 
· Embedding Te Ao Māori (te reo Māori, tikanga, kawa, Te Tiriti o Waitangi) into the way we do things at MSD. 
· Building more experience, knowledge, skills and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.
Know-how
· New Zealand Certificate in Regulatory Compliance Level 3 (or the willingness to attain) and/or a relevant tertiary qualification
· Trained in best practice investigative and interviewing techniques, or equivalent experience
· Risk management – demonstrated ability to understand and focus on a wide range of risks, including experience in management and mitigation processes
· Experience using conflict management and resolution techniques
· Ability to interpret, understand and apply a wide range of legislation, including Social Security Act 1964 and 2018 and provisions of Schedule 6 (Code of Conduct), Education Act 1989 and Student Allowance Regulations 1998, Public and Community Housing Management Act 1992, Crimes Act 1961, Criminal Procedure Act 2011, Criminal Disclosure Act 2008, Summary Proceedings Act 1957, Evidence Act 2006, and case law.
Attributes
· Interpersonal skills – ability to build exceptional rapport with people, demonstrate active listening skills and manage difficult conversations confidently, and with empathy
· Situational awareness - proactive ability to identify and manage risks and issues, evaluate information and evidence, apply discretion to make quality judgements, decisions and appropriate responses
· Advanced written and verbal communication – able to communicate effectively across multiple channels, adapting communication style to the needs of the audience and develop high quality reports and case summaries
· Proven ability to develop trust and credibility and handle confidential and privileged information sensitively
· Demonstrated ability to show leadership, negotiate with and influence others
· Aptitude for analytical enquiry and the ability to analyse information to extract critical data, analyse trends and correlative relationships
· Demonstrated ability to establish and build effective cohesive relationships and partnerships with a variety of stakeholders to achieve mutually beneficial outcomes
· Advanced planning and organisational skills – the ability to set and manage objectives, deadlines, time and priorities effectively often within tight timeframes and under pressure
· Resilient and able to stay calm under pressure, demonstrate resourcefulness and a proactive approach to problem solving
· Flexible, adaptable and pragmatic – ability to adapt to competing demands in a busy and changing environment, and take the initiative
	· 


Key relationships 
Internal
· Service Delivery managers and employees
· Legal Services lawyers and employees
· Risk and Assurance - Intelligence Unit
· Regional Director
· Debt and Fraud team
· Other MSD business units
External 
· Clients and/or their representatives
· Government agencies
· Non-government organisations
· Combined Law Agency Group (CLAG)
· Crown Law Solicitors
· External witnesses
· Relevant evidence sources e.g. banks etc 
Delegations
· Financial – [No/Yes]
· Human Resources [Yes and level/No]
Direct reports - No
Security clearance - No
Children’s worker - No
Limited adhoc travel may be required


Position Description – Investigator Client Service Integrity – August 2022	1

image3.png
Manaaki Whanau Mahi tahi Tika me te pono

We care about the We are inclusive We work together, We do the right

wellbeing of people  and build belonging ~ making a difference thing, with integrity
for communities




image1.png
MHIRES RS S SEIE (7L
I VT

TE MANATU WHARSHIATO ORA





image2.png
Mana manaaki Kia takatd tatou

Kotahitanga " .
Supporting long-term social

A positive experience Partnering for greater impact

every time and economic development





