
 

 

 

 

 
 

 
The Aurora Centre, 56 The Terrace, PO Box 1556, Wellington  
– Telephone 04-916 3300 – Facsimile 04-918 0099 

 

 

 

22 May 2025  

 

 

Tēnā koe  

 

Official Information Act Request 

Thank you for your email of 27 March 2025, requesting information about the 
Ministry of Social Development (the Ministry) guidance for interacting with agents 
or clients with known or suspected mental health concerns.  

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. 

(1) Please provide MSD’s policy/process/guidance for interacting with a 
client’s agent.  

As well as information contained on the Ministry’s Manuals and Procedures (MAP) 
website regarding Agents which you linked in your request, I have also included 
the Ministry’s internal intranet (Doogle) page on Agents with this letter. Please 
note that the links contained in this document are inaccessible to the public, please 
let us know if you would like to request this information.  

While MSD has this MAP section on agents, it does not cover how case 
managers should: 

(a) correspond after the appointment of an agent, for example, that 
correspondence should be sent to the agent as well as the client; or 

This is covered under the Client’s Mail section of the Agent Doogle page referenced 
above.  

(b) how to process conflicting information, for example, if an agent and 
client contradict each other; or 

(c) the weight that should be placed on an agent’s comments/concerns 
about the client’s mental health or capacity and how this impacts 
the interactions with the client. 

Your request for this information is refused under section 18(e) of the Act as this 
information does not exist. 

(2) Please also provide any policy/process/guidance for dealing with 
clients with known or suspected mental health or capacity concerns. 

The Ministry has the following training for staff which I have also included with this 
letter: 

• MSD – Engaging with MSDs Disabled and Tangata Whaikaha Community. 



• Unconscious Bias – Reshaping our Thinking.  

The Ministry also offers access for staff to a ‘Raising Mental Health Awareness’ 
workshop which is provided by TELUS Health which is designed for front line 
workers to provide the knowledge and skills to recognise early signs of mental 
health challenges in clients they support.  Staff will explore common conditions 
such as anxiety, depression, and vicarious trauma, learning how to empathetically 
respond to clients who may be struggling. The workshop equips staff with practical 
strategies to adapt their responses, ensuring they can approach difficult situations 
with sensitivity and care. 

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 

mailto:OIA_Requests@msd.govt.nz
http://www.ombudsman.parliament.nz/
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�����������
���������������W�C�U����
�������� ���U�
V�����C��Y������������������UC�X�
����������V���C
������������������
�������R
��C��QC���C���C
�����������V������������R
��C�R����������������C������X��U�

�����
�W���C���C�������V��������
�����U��C
�������S����������������C���
V������
���C�����X��SZ
��
����R
�����
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Intersec�onality

PAUSE

Scenario: George

Scenario: Zita and Sam

Scenario: Max and Stacey

Conclusion

 



 



Kotahitanga
We’re stronger when we work together with whānau, families, hapū, iwi, providers, communities and

other government agencies.

Kia takatū tātou
We will ready ourselves for the future and take a long-term approach to community, regional and

economic development. To improve employment outcomes, people will need our support to acquire

skills for current and future jobs.

These strategic shifts link with Te Pae Tata - our Māori Strategy and Action Plan, Pacific

Prosperity, and He Korowai Manaaki – our People Strategy. Keep this in mind as you go

through this module.

How does this relate to you?

 



Our attitudes can influence how we treat people who we interact with every day. Think

about how different the world could be if we treated each other with respect, care and

compassion; if we interacted without preconceptions or judgement; if we were kind to

ourselves and to each other.

You’ll be familiar with a lot of the information in this module. Though even when we think

we’ve understood a new concept, there is always opportunities to reflect on our behaviour

and make changes. Our busy lives take over, and at times, concepts like this are pushed to

the background. We need to have the message reinforced for it to become part of our

everyday life.

One of the amazing things about the human brain is that we can learn, unlearn and

relearn, that we can reflect on our behaviour and make changes.

CONTINUE

 



 



 



 



 



 



 



 



 



 



 



 



 



CONTINUE

Who forms our in and out groups depends on how we are

feeling. It’s usually something that we can see.
4

At work, in and out groups can form on other dimensions like roles,

functions, what team you’re in, or who you report to.
5

 



 



Intersectionality can include ethnicity, gender identity, language, religion, ability, mental health, age,

education… and many more.

In MSD's context, you may be speaking to a woman who is having trouble finding

accommodation, but there may be other things going on in her life that are affecting her house

hunting. For example, she may have a disability or a disabled child, or she may be a single mother

facing a custody hearing.

When multiple aspects or characteristics combine:

Whānau find it harder to get the help they need

There’s an increased risk of social isolation

It’s probable that they will be faced with ongoing prejudice and
unconscious bias

 



Micro-affirmation and Micro-aggressions

How we make people feel, even little things we say or do, can build people up or knock

them down.

Micro-affirmations are terms used for small acknowledgements of another person’s

value. It’s a subtle act of inclusion and kindness that goes a long way when built into our

everyday practice. Micro-affirmations build us up and make us feel we’re appreciated.

 They increase our mana and our self-confidence.

For example, if you’re interacting with someone who you feel comfortable with, you’re

more likely to be micro-affirmative towards them. You might look at them, smile, nod

while they’re talking and seem really engaged.

 



 



 



 



 



 



 



 



 



 



Meet George

Lesson 8 of 11

Scenario: George

 



 



 



 



Meet Zita and Sam

Zita (she/her) is a disabled member of the team who experiences issues with mobility and vision. She

is highly experienced, having spent many years of her career at MSD, and she is well regarded

across the portfolios as a Senior Advisor but would like to further progress in her career, specifically

as a Principal Advisor. Zita and her partner are avid travellers and often bring back great stories to

share with the team.

Being relatively new to people leadership, Sam (they/them) has been managing Zita for the past 18

months and has discussed goals with her during their Te ara piki conversations. Sam tells her that

they appreciate the work that she does, enjoys working with her, and acknowledges her potential

with her growing skillset, expertise across portfolios and understanding of how government works.

Zita mentions her interest in applying for the Principal Advisor opportunity that is advertised. 

Lesson 9 of 11

Scenario: Zita and Sam

 



 



Sam knows that the role would require frequent travel across the country to present to Senior

Leaders in the business. Sam doesn’t tell her this, but doesn’t think Zita would be a preferred

candidate for this role. 

Sam feels that Zita doesn’t fully understand how strenuous the additional travel is and how it could

compromise her work; although she’s travelled, it’s always been with her partner who could support

her.

 



 



 



 



 



 



Summary
Despite our best intentions, unconscious biases may affect the way we think, the way we

talk and behave. We make assumptions, we base our thinking on cultural stereotypes

embedded in our belief systems from a young age. The good news is that we can learn,

unlearn and relearn. Our brain loves a good workout!

Adopting gender-neutral terms into your everyday language stops us from assumption-

based behaviour impacting people in our communities and ensures we are inclusive of

everyone here at MSD, in Aotearoa and beyond. 
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