MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATD WHAKAHIATO ORA

21 JAN 071

On 5 November 2020, you emailed the Ministry of Social Develocpment (the Ministry)
requesting, under the Official Information Act 1982 (the Act), the following
information:

e All advice, briefings, surveys, correspondence and costings regarding the
decision to charge families 25% of their income for Emergency Housing.
e Projected costings of the change in policy.

On 11 November 2020, the Ministry emailed you to clarify your request. On that same
day, you confirmed you were happy with the suggested refinement and the request
was amended to for the following information, under the Act:

* All advice, briefings, surveys, and costings regarding the decision to charge
families 25% of their income for Emergency Housing.
e Projected costings of the change in policy.

On 4 December 2020, the Ministry informed you that an extension was required to
consult on the information in scope of the request.

Demand for housing across New Zealand is growing and more people are experiencing
a severe and immediate housing need. This demand is partly generated by a shortage
of affordable housing, which is driving up house and rent prices. People on low incomes
are most affected by rising housing costs, and many seek financial help through the
Ministry.

Clients who approach the Ministry seeking public housing are offered assistance
appropriate to their situation, which includes the Emergency Housing Special Needs
Grants (EH SNG). The EH SNG is available to people who cannot remain in their usual
place or residence, if any, and do not have access to other accommedation which is
adequate for them or their family’s needs. Assistance is generally granted for up to
seven nights but can be extended dependent on individual circumstances.

Further information regarding available support can be accessed here:
www.workandincome.qgovt.nz/about-work-and-income/news/2016/emergency-

housing.html.

The Ministry recognises that Emergency Housing (EH) is not a long-term solution or
the solution that we want to deliver for people who are potentially in a vulnerable
situation. EH provides a short-term solution while more sustainable options are
progressed.

On 13 February 2020, the Ministry announced the introduction of the Emergency
Housing Contribution (the contribution), which was scheduled to be implemented in
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March 2020. However, the implementation of the policy was deferred due to the
COVID-19 pandemic.

On 14 September 2020, the Ministry communicated to clients and other stakeholders
that from 19 October 2020, clients who have been staying in EH longer than seven
nights will need to pay 25 percent of their income towards their accommodation costs,
as part of the contribution.

The contribution was introduced alongside the Aotearoa/New Zealand Homelessness
Action Plan Phase 1 (2020-2023) to align EH SNG funded accommodation with other
housing products (e.g. Transitional Housing and Public Housing). The introduction of
the contribution is part of a plan to reduce reliance on motels and the broader work
programme underway to address homelessness.

Furthermore, introducing a client contribution aims to help better prepare clients for
the transition from EH to alternative accommodation such as transitional housing,
public housing and/or the private rental market by accustoming them to contribute
towards the cost of accommodation.

Work and Income case managers advise EH SNG recipients on how much their
contribution will be based on their income. The Ministry’s definition of income includes
payments from the Ministry, salary or wages, or Family Tax Credits. If a client’s income
is less than what they might receive on the Jobseeker Support, the client would pay
25 percent of the relevant Jobseeker Support rate.

More information about the Emergency Housing Contribution policy can be found here:
www.workandincome.govt.nz/about-work-and-income/news/2020/emergency-
housing-changes.html.

In regard to your request, the following seven documents have been identified as
within scope and are enclosed in this response:

1. Briefing: Homelessness Package: Emergency Housing Special Needs Grant
Policy Settings, dated 13 September 2019

2. Report: Homelessness Package: Final advice on policy settings for Emergency
Special Needs Grant, dated 22 November 2019

3. Report: Emergency Housing Welfare Programme and Ministerial Directions
Amendments, dated 3 February 2020

4. Report: Minor Amendments to the Special Needs Grants Programme for
Emergency Housing, dated 20 March 2020

5. Report: Amendments to the Special Needs Grants Programme to defer the
introduction of the Emergency Housing Contribution, dated 25 March 2020

6. A3: Implementation of the Emergency Housing Contribution, dated June 2020

7. Report: Welfare programme amendments for the introduction of the
Emergency Housing Contribution, dated 30 July 2020

You will note that the names and contact details of some individuals are withheld under
section 9(2)(a) of the Act in order to protect the privacy of natural persons. The need
to protect the privacy of these individuals outweighs any public interest in this
information.
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Additionally, some information is withheld under section 9(2)(h) of the Act in order to
maintain legal professional privilege. The greater public interest is in ensuring that
government agencies can continue to obtain confidential legal advice.

Furthermore, the documents being released to you contain some out of scope
information and, as such, this information has been withheld.

Please note, as Cabinet papers and minutes must be proactively released within 30
business days of final decisions being taken by Cabinet, a large portion of material in
scope of your request is already publicly available. As such, the documentation outlined
below is refused under section 18(d) of the Act on the basis that it is already in the
public domain. I have provided links to any publicly available documentation below.

The following documentation regarding the Social Security (Emergency Housing and
Transitional Housing) Amendment Regulations 2020 can be found on the Ministry’s
website here: www.msd.govt.nz/about-msd-and-our-work/publications-
resources/information-releases/emergency-housing-and-transitional-housing-
amendment-2020/index.html

1. Coversheet: Social Security (Emergency Housing and Transitional Housing)
Amendment Regulations 2020

2. Cabinet Paper: Social Security (Emergency Housing and Transitional Housing)
Amendment Regulations 2020

3. Contingency Bid: Emergency Housing Special Needs Grant (EH SNG) Policy
Settings

4, Cabinet minute: LEG-20-MIN-0019

5. Cabinet minute: CAB-20-MIN-0050

In regard to projected costings of the change to the EH SNG policy, this information
can be found in the material published on the Ministry’s website and is linked above.
Please find references to projected costings on page four of the Contingency Bid. More
information about projected costings can also be found in the documents released to
you in this response.

Please note, the table of overall estimates on page four of the Contingency Bid,
regarding the implementation of the EH SNG policy changes, is out of date. The
estimates were revised and replaced in the Cabinet paper for the Aotearoa/New
Zealand Homelessness Action Plan Phase 1 (2020-2023) on page 14, paragraph 66.

A copy of the Aotearoa/New Zealand Homelessness Action Plan Cabinet paper can be
found here: www.hud.govt.nz/assets/Community-and-Public-Housing/Support-for-
people-in-need/Homelessness-Action-Plan/5be215a9ab/Cabinet-paper-Aotearoa-
New-Zealand-Homelessness-Action-Plan.pdf.

Furthermore, you may also be interested in the following Cabinet paper which outlines
the impact of COVID-19 on the Ministry’s operating mode!, and was published online,
as part of the Government’s proactive release of documents relating to decisions
regarding its COVID-19 response.

A copy of this paper can be found on the Governments’ COVID-19 response website:
www.covid19.govt.nz/assets/resources/proactive-release/Impact-of-COVID-19-on-
the-Ministry-of-Social-Developments-Operating-Model-Paper.pdf.
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In regard to surveys, I can confirm that no surveys were sent to clients about the
implementation of the contribution. As such, this aspect of your request is refused
under section 18(e) of the Act, as this information does not exist or, despite reasonabie
effarts to locate it, cannot be found.

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

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

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

= 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. The Ministry will do this by publishing this letter 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

QOIA Reqguests@msd.govt.nz.

If you are not satisfied with this response regarding the Emergency Housing
Contribution, 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.

Nga mihi nui

L

Hayley Hamilton
General Manager
Employment and Housing Policy

Page 4 of 4



Notes for StudyLink Weekly Performance Report, dated 30 March 2020

Reduced historic data available due to archiving.
On Monday the StudyLink Contact Centre returned to 5:15pm closing.

Up to 30 SLOs have been absent due to the Contact Centre's COVID response over the
week.

15 Minute 'Stand up' meetings held each day except Monday to communicate current
and important information to staff.

In response to High Action Queue (AQ) delays, the StudyLink Contact Centre redirected
4 SLOs to Processing and 2 to Work Streams for the week to help reduce the processing
queue.

Although varying each day, up to 17 SLOs blended to Work and Income queues over the
last part of the week as StudyLink call demand reduced in line with expectations. All
available SLOs who currently have any WI skills are blended to WI. An additional 17
SLOs are in training for WI skills. Seniors training is postponed 'until further notice'.

The Contact Centre capped calls on Monday (28), Wednesday (4), Thursday (31) and
Friday (39) to a total of 102 calls.

14 SLOs were issued laptops and configured to take calls from their residence. It is
expected that more will follow this week.

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed.

Average Call Handling Time decreased.
Average Speed Answered decreased as call volumes and Call Handling Time decreased.

Sick leave has increased, from 10.3% to 12.4%. Possibly due to clarification as what
constitutes a COVID-19 absence.
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Notes for StudylLink Weekly Performance Report, dated 6 April 2020

Reduced historic data available due to archiving.
Daylight saving ended on Monday. Friday was Good Friday.
On Monday there was Nationwide System outages.

Currently:
Up to 25 SLOs have been absent due to the Contact Centre's COVID response over the

week,
53 SLOs have been issued with laptops and are working from their homes,
39 SLOs have been trained in additional gueues to support WI or Seniors.

Seniors training remains postponed 'until further notice' (although some CSC queues
have been trained (refer above)). Other training is continuing to be conducted where
possible.

The Contact Centre capped calls on Monday only (66).

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed.

Average Speed Answered decreased dramatically, mostly due to more SLOs than usual
this time of year and a reduction in Calls Offered beyond forecast.

Average Call Handling Time increased 15 seconds as SLOs take on new queues.
Sick leave has decreased, from 12.4% to 4.4%. Possibly due to Friday being a holiday

and some high Sick Leave users being home either as Other (COVID) or Working from
home.
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Call Profile and ASA by Interval
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Notes for StudyLink Weekly Performance Report, dated 13 April 2020

Reduced historic data available due to archiving.
Daylight saving ended on Monday. Friday was Good Friday.
On Monday there was Nationwide System outages.

Currently:
Up to 25 SLOs have been absent due to the Contact Centre's COVID response over the

week,
53 SLOs have been issued with laptops and are working from their homes,
39 SLOs have been trained in additional queues to support WI or Seniors.

Seniors training remains postponed 'until further notice' (although some CSC queues
have been trained (refer above)). Other training is continuing to be conducted where
possible.

The Contact Centre capped calls on Monday only (66).

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed.

Average Speed Answered decreased dramaticaily, mostly due to more SLOs than usual
this time of year and a reduction in Calls Offered beyond forecast.

Average Call Handling Time increased 15 seconds as SLOs take on new queues.
Sick leave has decreased, from 12.4% to 4.4%. Possibly due to Friday being a holiday

and some high Sick Leave users being home either as Other (COVID) or Working from
home.
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Call Profile and ASA by Interval
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Notes for StudyLink Weekly Performance Report, dated 20 April 2020

Reduced historic data available due to archiving.

Currently:
Up to 14 SLOs have been absent due to the Contact Centre's COVID response over the

week,

58 SLOs have been issued with laptops and are working from their homes,
StudyLink SLOs answered 3,826 WI calls,

StudyLink SLOs answered 450 CSC calls, and

Additional SSC SLOs took 3,440 StudyLink calls.

Seniors training for 20 SLOs started on Tuesday 21/04 and, current projection, will
continue until Friday 08/05.

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed, or an anomaly caused by last year's calls answered..

Average Speed Answered decreased again this week, substantially. Mostly due to more
SLOs than usual this time of year and the StudyLink Student Support Centre Operators
logging into answer calls. Although ASA was 31 seconds for the week, it increased to 2

minutes over lunch time each day.

Average Call Handling Time decreased a further minute and 29 seconds.

Sick leave decreased, from 9.1% to 6.7%.
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Call Profile and ASA by Interval
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Notes for StudylLink Weekly Performance Report, dated 27 April 2020

Reduced historic data available due to archiving.
Monday was the official observation of ANZAC day.

There were issues with Tserver transference on Friday so some Friday data is not
available.

Currently:
Up to 16 SLOs have been absent due to the Contact Centre's COVID response over the

week,

61 SLOs have been issued with laptops and are working from their homes,

Between Tuesday and Thursday StudyLink SLOs answered 2,761 WI calls, on Saturday 3
StudylLink SLOs answered 50 WI calls,

Between Tuesday and Thursday StudylLink SLOs answered 533 CSC calls, and

Additional SSC SLOs took 3,440 StudyLink calls.

12 SLOs have completed Seniors training, 8 SLOs will continue Seniors training until
Friday 08/05.

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed.

Average Speed Answered increased this week. Mostly due to more SLOs taking more WI
calls.

Average Call Handling Time decreased a further 3 seconds.

Sick leave decreased, from 5.4% to 3.7%.
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Call Profile and ASA by Interval
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Notes for StudyLink Weekly Performance Report, dated 4 May 2020

Reduced historic data available due to archiving.

Scheduled Seniors training was completed this week,

20 SSC SLOs worked the queues,

CC SLOs logged off at various times to learn "The Warehouse process"

Currently:

An average of 8.6 SLOs have been absent due to the Contact Centre's COVID response
over the week,

61 SLOs have been issued with laptops and are working from their homes,

StudyLink SLOs took 2,969 WI and 1,997 Seniors calls.

Calls offered were substantially less than calls forecast, potentially due to the Education
providers being closed.

Average Speed Answered decreased this week in alignment with lower calls offered
Average Call Handling Time increased to 10:15, the 6 week average being 10:31

Sick leave increased, from 3.7% to 5.6%.
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Call Profile and ASA by Interval
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Notes for StudyLink Weekly Performance Report, dated 11 May 2020

More SLOs came back to the office as discretionary leave is coming to an end
20 SSC SLOs worked the queues on Thursday only.

Currently:
An average of 8.6 SLOs have been absent due to the Contact Centre's COVID response

over the week,
61 SLOs have been issued with laptops and are working from their homes,
StudyLink SLOs took 2,240 WI and 1,815 Seniors calls.

Calls offered while 8.8% down on last year, was 0.5% up on last week, showing an
uncharacteristic increase on Friday, possibly due to Thursday's budget announcements.

Average Speed Answered increased 4 and a half minutes this week in alignment with an
increase in calls offered and a decrease in SSC StudyLink support on the queues.

Average Call Handling Time increased 2 seconds to 10:17.

Sick leave increased, from 5.6% to 5.9%, the 4th week that StudyLink has achieved the
6% target.
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Notes for StudyLink Weekly Performance Report, dated 18 May 2020

60 SLOs have been issued with laptops and are working from their homes,
StudyLink SLOs took 2,561 WI and 1,686 Seniors calls.

Calls offered while 0.5% up on the same week last year, is 9.4% down over the financial
year compared to last year. Additionally Calls offered is 0.9% up on last week.

Average Speed Answered increased 1:42 this week in alignment with an increase in calls
offered and a decrease in SSC StudyLink support on the queues.

Average Call Handling Time increased 10:17 to 10:18.
Sick leave increased, from 5.9% to 6.5%, exceeding the 6% target.

This week 20 SLOs are undergoing JSSH training.
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Notes for StudyLink Weekly Performance Report, dated 25 May 2020

We are now in second semester peak.

StudyLink SLOs took 1,173 WI and 685 Seniors calls.

There were intermittent systems issues on Monday.

Calls offered are 9.5% up on the same week last year, The Year Total to Date is 6.5%
down over the financial year compared to last year. Additionally, Calls offered is 9% up
on last week. This is potentially due to a 'post' COVID lockdown catch up as Students

transition from studying from home to classes.

Average Speed Answered increased to 12:50 this week in alignment with an increase in
calls offered.

Average Call Handling Time increased from 10:18 to 10:22.
Sick leave decreased, from 6.5% to 6.1%.

The JSSH training continues for another 3 weeks.
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Notes for StudyLink Weekly Performance Report, dated 1 June 2020

The StudyLink Contact Centre was closed for Queens Birthday on Monday.

Second semester peak is progressing, call volumes are increasing as predicted with the
corresponding increase in ASA.

JSSH training continued for 20 SLOs.

There were intermittent Jabber (telephony) issues on throughout Tuesday.

Calls offered are 8.2% up on the same week last year, The Year Total to Date is 9.8%
down over the financial year compared to last year. Additionally, Calls offered is 10.4%

down on last week. This is due to the Queens birthday week being shorter.

Average Speed Answered increased to 19:38 this week in alignment with an increase in
calls offered over the shorter week,

Average Call Handling Time decreased from 10:22 to 10:03.
Sick leave decreased, from 6.1% to 4.4%.

The JSSH training is on target to be completed Friday the 12th.
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Notes for StudyLink Weekly Performance Report, dated 8 June 2020

Second semester peak is progressing, call volumes continue to increase as predicted.
Additionally, some education providers are returning to on campus classes, there is a
wider range of Course Related Costs available and broader economic factors may have
led to an increase in volumes.

Calls offered are 8.6% up on the same week last year, The Year Total to Date is 0.2%
above last year's total to date. Additionally, Calls offered is 19% more than the previous
week. The previous week being a short week due to Queens Birthday celebrations.

The StudyLink Contact Centre answered 14 CIRP calls. A new service offered for the
first time that week.

Average Speed Answered decreased to 16:14 last week despite an increase in CHT.
Contributing factors include fewer SLOs taken offline for training as well as a return to

removing WI queues from appropriately trained SLOs towards the end of the day.

Average Call Handling Time increased to 10:22 from 10:03. 10.22 is at the higher end
of the 6-week norm.

Sick leave remained low at 4.5%. A mild start to winter and a number of SLOs working
from home may be contributing to a healthier workforce.

Intermittent systems issues occurred over a variety of systems on Monday
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Notes for StudyLink Weekly Performance Report, dated 15 June 2020

Second semester peak is well underway, call volumes continue to increase as predicted.

Calls offered are 6.8% up on the same week last year, The Year Total to Date is 4.5%
above last year's total to date. Additionally Calls offered is 2.9% more than the previous
week.

The StudyLink Contact Centre answered 26 CIRP calls.
Average Speed Answered decreased to 13:07 last week despite another increase in CHT.
Primarily due to removing WI queues from appropriately trained SLOs as call metrics

dictated.

Average Call Handling Time increased to 10:47 from 10:22. 10.47 is the highest of the
6 week range.

Sick leave nearly doubled to 8.4%.

11 SLOs started JSSH training last week. This week 30 CSRs/SLOs start induction
training.
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Notes for StudyLink Weekly Performance Report, dated 15 June 2020

Second semester peak is well underway, call volumes continue to increase as predicted.

Calls offered are 6.8% up on the same week last year, The Year Total to Date is 4.5%
above last year's total to date. Additionally Calls offered is 2.9% more than the previous
week.

The StudyLink Contact Centre answered 26 CIRP calls.

Average Speed Answered decreased to 13:07 last week despite another increase in CHT.
Primarily due to removing WI queues from appropriately trained SLOs as call metrics
dictated.

Average Call Handling Time increased to 10:47 from 10:22. 10.47 is the highest of the
6 week range.

Sick leave nearly doubled to 8.4%.

11 SLOs started JSSH training last week. This week 30 CSRs/SLOs start induction
training.





