
 
19 July 2023 
 

 
Tēnā koe  
 
On 30 March 2023, you emailed the Ministry of Social Development (the 
Ministry) requesting, under the Official Information Act 1982 (the Act), the 
following information: 

1. A structure breakdown of the roles and units within the Ministry of Social 
Development’s Historic Claims Team 

2. How many FTE staff are in the team resolving claims through the Rapid 
Payment Framework process (including any positions being recruited 
for) – include seniority of roles 

3. How many FTE staff are in the team resolving claims through the 
Individualised Claim Assessment process (including any positions being 
recruited for) – include seniority of roles 

4. How many FTE staff were in the team resolving claims through the 
Individualised Claim Assessment process (including any positions being 
recruited for) prior to the introduction of the Rapid Payment Framework 
process and team – include seniority of roles 

5. Under the Individualised Claim Assessment process, for claimants where 
the Ministry has received a letter of offer from what is the 
current average time between receipt of that letter of offer and a 
substantive reply from Ministry of Social Development. 

6. Under the Individualised Claim Assessment process, for claimants where 
the Ministry has received a counter-offer from what is the 
current average time between receipt of that counter-offer and a 
substantive reply from Ministry of Social Development. 

7. Clarify the circumstances in which MSD is currently undertaking 
Individualised Claim Assessments, when they have not been directly 
instructed to do so by a claimant or their representative. For instance, 
is this only happening where an Individualised Claim Assessment was 
already underway prior to the implementation of the Rapid Payment 
Framework process? 

8. Any projections created or that can be created for how long MSD expects 
to have completed RPF assessments of all outstanding claims. 
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9. Any projections created or that can be created for how long MSD expects 
to have completed Individualised Claim Assessments of all outstanding 
claims. 

10.Any projections created or that can be created for how long MSD expects 
to have responded to all outstanding counteroffers. 

11.Copies of any papers given to Cabinet, or created by Cabinet, covering 
the design of the Rapid Payment Framework process. 

12.Copies of any documentation whatsoever in which consideration is given 
to the Rapid Payment Framework offers being made “in full and final 
settlement”. 

 
On 2 May 2023, the Ministry emailed you to advise that more time was required 
to respond to your request. An extension was required for two reasons. First, 
your request is for a large quantity of information, and it required additional 
time to collate and assess the material. Second, the consultations necessary 
to make a decision on the request are such that a proper response could not 
reasonably be made in the original time limit. 

I will now respond to your questions in turn.  

1. A structure breakdown of the roles and units within the Ministry of Social 
Development’s Historic Claims Team 

Please see Tables One and Two in the below Appendix, which contain a 
breakdown of the permanent and temporary structure of the Ministry’s Historic 
Claims Unit as at 31 May 2023. 

The temporary structure contains fixed term staff to support with the backlog 
of personal information requests. 

2. How many FTE staff are in the team resolving claims through the Rapid 
Payment Framework process (including any positions being recruited 
for) – include seniority of roles 

3. How many FTE staff are in the team resolving claims through the 
Individualised Claim Assessment process (including any positions being 
recruited for) – include seniority of roles 

Please see Table Three in the below Appendix, which contains a breakdown 
for the number of filled and vacant positions currently resolving claims through 
the Individualised Claim Assessment (ICA) and Rapid Payment Framework 
(RPF) processes, as at 31 May 2023. These numbers are at a point in time as 
some of our staff work across both ICA and RPF assessments. This excludes 
information coordination teams, who process personal information requests 
only. 
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4. How many FTE staff were in the team resolving claims through the 
Individualised Claim Assessment process (including any positions being 
recruited for) prior to the introduction of the Rapid Payment Framework 
process and team – include seniority of roles 

 
Prior to the introduction of the RPF, there were a total of 16 FTE staff 
completing assessments. The position titles of these staff members were 
Senior Claims Assessors and Claims Assessors (now known as Specialist Claims 
Assessors).  

As part of discussions for the new Historic Claims organisational structure 
implemented in February 2023, it was identified that all staff resolving claims 
through the individualised claim assessment process, regardless of seniority, 
were doing very complex work. To acknowledge this, the position title was 
changed to Specialist Claims Assessor to reflect the complexity of the work 
more accurately. 

Generally, the same group of staff were involved in the quality assurance and 
sign out processes to date.  

5. Under the Individualised Claim Assessment process, for claimants where 
the Ministry has received a letter of offer from Cooper Legal, what is the 
current average time between receipt of that letter of offer and a 
substantive reply from Ministry of Social Development. 

 
In the period 27 November 2019 to 31 May 2023, the average time between 
receipt of a letter of offer and a substantive reply from the Ministry is 4.2 years 
or 1,528 days (rounded up to a whole day). We acknowledge that this 
timeframe is long, which we are working hard to improve to address the 
backlog of claims. 

I have also provided a brief explanation below of the different limitations 
attached to this data. 

The Ministry has provided data for claimants represented by at 
the time that a letter of offer was sent to the Ministry. When calculating the 
average time taken, the Ministry used the date of the letter of offer that is 
recorded in the claimant’s file and the date of the Ministry’s response letter 
that is recorded in the Historic Claims Application database (HCA).  

As you have requested a ‘current’ average, I have provided an average from 
27 November 2019, as this is the implementation date of the HCA. The 
Ministry migrated recent relevant operational data that was needed to 
support ongoing work. The data from some more historical claims was not 
fully migrated into the database. 
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6. Under the Individualised Claim Assessment process, for claimants where 
the Ministry has received a counter-offer from Cooper Legal, what is the 
current average time between receipt of that counter-offer and a 
substantive reply from Ministry of Social Development. 

 
Please refer to the Ministry’s letter to your colleague Caitlin Rabel, sent on 4 
July 2023.  

7. Clarify the circumstances in which MSD is currently undertaking 
Individualised Claim Assessments, when they have not been directly 
instructed to do so by a claimant or their representative. For instance, 
is this only happening where an Individualised Claim Assessment was 
already underway prior to the implementation of the Rapid Payment 
Framework process? 

 
The Ministry does not currently carry out any Individualised Claims 
Assessments where this has not been requested by a claimant or their 
representative. 

As noted in your question, there was a small number of claims for which we 
had already begun to assess an individualised claim before the rapid payment 
process was implemented. We continued to complete these assessments given 
they were part way through. Once the partially assessed claims were 
completed, the practice was for unrepresented claimants to be contacted to 
discuss the individualised claims assessment offer and any likely rapid 
payment offer to allow them to choose the most appropriate option for them.  

Please note that some claimants may have been contacted prior to their 
individualised claim assessment being completed to discuss the assessment 
options, including a rapid payment but they would have been provided an 
indication of the likely offer amounts.  

8. Any projections created or that can be created for how long MSD expects 
to have completed RPF assessments of all outstanding claims. 

9. Any projections created or that can be created for how long MSD expects 
to have completed Individualised Claim Assessments of all outstanding 
claims. 

10.Any projections created or that can be created for how long MSD expects 
to have responded to all outstanding counteroffers. 

 
As you may be aware, the Act does not require the Ministry to create 
information to respond to a request. As such, I will provide you with existing 
information.  

It is forecasted that Historic Claims could complete approximately 1,000 claims 
for the period 1 July 2023 to 30 June 2024. This includes Individualised Claims 
Assessments (including counteroffers) and Rapid Payment Framework 
assessments.  
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These projections have been based on the following assumptions: 

• That Historic Claims is fully staffed throughout the 12-month period.  
• Individualised Claims Assessments, Rapid Payment Framework 

assessments, and counteroffers have been counted as separate 
assessments.  

• That approximately 70% of claimants will choose a rapid payment and 
30% will choose an individualised assessment.  

Historic Claims continues to receive approximately 500 claims per year, so it 
is not possible to provide reasonable projections past this 12-month period.  

11.Copies of any papers given to Cabinet, or created by Cabinet, covering 
the design of the Rapid Payment Framework process. 

 
Please find a copy of the following report attached to this response: 

• REP/22/9/876 – Report – Approval for MSD Historic Claims Rapid 
Payment Approach, dated 22 September 2022. 

I have also identified the following Cabinet papers in scope of your request, 
which have been made publicly available by the Crown Response to the Abuse 
in Care Inquiry: 

• Cabinet paper – Responding to the Royal Commission into Historical 
Abuse in Care’s redress findings – Immediate projects to improve 
survivors’ experience of seeking redress, dated 9 August 2022: 
www.abuseinquiryresponse.govt.nz/assets/Uploads/Cabinet-paper-
Immediate-projects-to-improve-survivors-experience-of-seeking-
redress.pdf 

• Cabinet paper – Responding to the Royal Commission into Historical 
Abuse in Care’s redress findings – report back on immediate projects to 
improve survivors’ experience of seeking redress, dated 31 May 2023: 
www.abuseinquiryresponse.govt.nz/assets/Uploads/Cabinet-
papers/2023-05-31-Cabinet-paper-Immediate-projects-report-
back.pdf.  

The following briefing, that is provided for completeness, will be made 
available online within eight weeks of today, and is therefore refused under 
section 18(d) of the Act on the basis that the information requested will soon 
be publicly available: 
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• REP/22/8/807 – Briefing – Proposed rapid payment approach for use by 
agencies operating claims processes for abuse in State care, dated 2 
September 2022. 

This report will be published by the Crown Response to the Abuse in Care 
Inquiry. It is a further decision-making paper in which joint Ministers approve 
the high-level framework for how agencies are to approach rapid payments in 
their existing processes. When released, this paper will provide further context 
to the Ministry’s specific rapid payment approach that has been released to 
you as part of this response. 

12.Copies of any documentation whatsoever in which consideration is given 
to the Rapid Payment Framework offers being made “in full and final 
settlement”. 

 
The parameters for the design and implementation of the new Rapid Payment 
process are in line with Principle 2 of the Crown Response Strategy (2019) 
which states that: l 

“where merited settlement would be full and final”1 

The Cabinet and Ministerial papers, since the release of the Crown Response 
Strategy, that are either already public, sent to you as part of this response or 
which will soon be made available provide additional context.  

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 and attachments on the Ministry’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. 

If you are not satisfied with this response regarding the Historic Claims team, 
you have the right to seek an investigation and review by the Ombudsman. 

 
117-December-2019-Cabinet-release-Review-of-Strategy-for-the-Resolut.. .pdf 
(abuseinquiryresponse.govt.nz) 
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Information about how to make a complaint is available at 
www.ombudsman.parliament.nz or 0800 802 602.  

Ngā mihi nui  

Delwyn Clement 
Acting General Manager 
Historic Claims 
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Appendix 
 
Table One: A breakdown of roles in the Historic Claims Unit in the permanent 
structure, broken down by position type and vacancy as at 31 May 2023. 
 

Position Titles Filled Vacant Total 
General Manager Historic Claims  1 0 1 

Executive Assistant 1 0 1 

Director Strategy  1 0 1 

Manager Historic Claims  3 0 3 

Team Leader Claims Management  5 0 5 

Team Leader Information 
Coordination*  

3 0 3 

Lead Claims Advisor  1 0 1 

Senior Claims Advisor  1 1 2 

Senior Advisor Strategy  2 0 2 

Lead Strategic Advisor  1 0 1 

Lead Partnerships Advisor  1 0 1 

Senior Claims Specialist  6 4 10 

Senior Claimant Support Specialist  12 8 20 

Specialist Claims Assessor2 11 5 16 

Claims Administrator 5 0 5 

Claimant Support Specialists  7 1 8 

Senior Information Coordinator*  7 0 7 

Information Coordinator* 16 5 21 
 
Table Two: A breakdown of roles in the Historic Claims Unit in the temporary 
structure, broken down by position type and vacancy as at 31 May 2023. 
 

Position Titles Filled 
Team Leader Information Coordination* 2 

Senior Information Coordinator* 4 

Information Coordinator* 16 

Capability Builder* 1 

 
2 This includes one Specialist Claim Assessor who is on parental leave 
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Notes for Tables One and Two: 

• Roles that are marked with an asterisk do not resolve claims through 
either process. These roles are focused on processing personal 
information requests. 

 
Table Three: The number of filled and vacant positions resolving claims as at 
31 May 2023, broken down by process type 
 

Current staff resolving claims 

Individualised Claim 
Assessment 12 Rapid Payment 

Framework 18 QA/Signout 12 

Vacant roles yet to be filled 

Individualised Claim 
Assessment 6 Rapid Payment 

Framework 12 QA/Signout 1 

 
Notes for Table Three: 

• The roles included in the Individualised Claims Assessments are:  
o Specialist Claims Assessors 
o Senior Claims Advisors 
o Lead Claims Advisor 

• The roles included in the Rapid Payment Framework assessments are: 
o Seniors Claims Specialists 
o Senior Claimant Support Specialists 

• Please note that one staff member on parental leave is included in the 
vacant roles. 

• We have also included the number of staff involved in the quality 
assurance and sign out processes. This group of staff are involved in the 
quality assurance and sign out processes for both individualised claim 
assessments and rapid payment assessments. Please note that they also 
carry out a range of other duties in their day-to-day roles. 









  

           
           

            
         

          
          

           
   

            
             

           
           

              
            
      

             
   

          
           

            
            

            
         

               
          

             
         

        
   

            
          

       

             
         

           
           

            
          

              
        

             
 

              
       

 



     

             
       

            
             

             
            
               

             
               

              
           

 

             

           
    

             
         

             
          
 

             
               

            
 

             
   

            
             
               

           

           
         

    

             
          

           
           

               
       

                
             

 



             
 

            
          

         
 

           
             

           
        

            
          

   

             
           

        
 

             
           

          
            

               
            
             

               
              

    

              
              

        

              
            
               

    

             
               

           

                 
                 

              
            

 



              
          

            
  

          
          
            
         

          
       

              
          

          
          

         
         

        
          

              
     

           
          

      

           
          
            

   

              
            

            
              

           
   

                  
                   

                
         

 



          
            

             
            

    

    

              
          

       
        

      

         

       
      

         

           

      

 
         

      

         

    

         

        

    

        

    
  

        

       

       
 

          

       

      

 

          

        

   

       

 

 





             
            

   

                
          

          
           

              
     

            
             

  

               
            

           
          
     

              
             

             
            

            
             

            
           

    

               
             

  
              

            
             

            
            

           
          

                  
                

       

                  
            

                
               

              
               

         

              

 

 



                 
             

            
           

         

            
           

             
          

          
          

 

             
        

             
          
             

           
            
          

  

            
           

            
              

        

                 
            

           
      

               
           
     

           

          
   

        

 

 




