MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATU WHAKAHIATO ORA

5 JUN 1018

Dear

On 7 March 2018, you emailed the Ministry requesting, under the Official Information
Act 1982, the results of the latest Work and Income client survey of staff attitudes
and helpfulness. On 6 April 2018, you clarified your request to include only working-
age group results.

Each year the Ministry contracts an independent research provider to obtain
feedback from clients about the quality of our services in order to understand what
we can do better. The Service Quality Monitor (SQM) shows the overall satisfaction of
more than 11,000 clients based on their feedback on the quality of service delivered
by Work and Income. Satisfaction results are reported for each stream of service,
namely Contact Centre, Frontline, and our online service, MyMSD. Enclosed is a copy
of the latest SQM report as at the time of your request.

Historically, the SQM was surveyed through telephone interviews. However, in line
with the Ministry’s focus to increase online uptake, a pilot online survey was run in
2017. Based on the response rates, overall results achieved and cost efficiency, it
was decided to move the total sample of online users to online surveying from
November 2017. Results are generally lower for online surveys in comparison to
those of telephone interviews as online surveys lose the positive bias from one on
one interviewing. While the level of dissatisfaction remains relative across both
methodologies, we also see a shift of those who are satisfied into neutral responses
in online surveying. The results for MyMSD reflect this.

Overall, the SQM results for February 2018 show that three out of four clients are
satisfied or very satisfied with their experience with the Work and Income Contact
Centre and Frontline services.

You will note that in February 2018, approximately 95 per cent of Ministry clients
were satisfied or very satisfied with Work and Income Contact Centre and Frontline
services when it came to being treated with respect, while an average of 87 per cent
of clients were satisfied or very satisfied with the helpfulness of the staff. The results
also indicate an overall satisfaction of 87 per cent with respect to Work and Income
staff taking their time to listen to clients.

The Ministry is committed to continuous improvement. One notable area for
improvement is timeliness. The results show a relatively high level of client
dissatisfaction in the time taken to answer calls in Contact Centres and to be seen by
staff in Service Centres. You may note a drop in Contact Centre results in February
2017. This was a result of long wait times due to technical issues related to the new
case management system which was introduced in February 2016.
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The long wait times intensified in January and February 2017 as it is the Ministry’s
busiest time of the year. This consequently impacted client satisfaction for that
period. However, improvement is seen in the February 2018 resuits following an
increase in staff numbers, training and system upgrades.

The results also show that there is room for improvement in how well the individual
circumstances of clients are taken into account, the level of responsibility taken by
staff to resolve issues and informing clients of all assistance that is available to them.

It is always disappointing to hear of situations when a client is unhappy with the
service they receive from the Ministry. The Ministry interacts with 28,000 people a
day and want this to be a positive interaction every time. There are a number of
initiatives the Ministry is working on to strengthen its service culture, some of which
will be implemented immediately while others will take a little longer.

Some of these initiatives include a new way to obtain immediate client feedback so
the Ministry can respond to and resolve any unexpected issues. Ministry staff have
been talking to clients and stakeholders to understand what they would like us to
focus on to ensure they have the experience they want. Over the last month,
Ministry staff have shared these ideas at workshops about service culture with all
people across the Ministry service lines. Other initiatives implemented with the aim
of improving client experiences include meeting with some of our most outstanding
case managers to identify common strengths, refining ongoing staff training and
development, system upgrades and improving online and telephone services.

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

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

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

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

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

If you wish to discuss this response with us, please feel free to contact
OIA Requests@msd.govt.nz.
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If you are not satisfied with this response regarding the results of the Work and
Income client satisfaction survey for February 2018, you have the right to seek an
investigation and review by the Ombudsman. Information about how to make a
complaint is available at www.ombudsman.parliament.nz or 0800 802 602.

Yours sincerely,

Ruth Bound
Deputy Chief Executive, Service Delivery
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