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9 July 2026  

 

 

Tēnā koe  

 

Official Information Act request 

Thank you for your email of 15 May 2026, requesting information about for the 
formal complaints process, the number of sanctions for missed appointments, and 
benefit exits to full-time employment. 

I have considered part of your request under the Official Information Act 1982 (the 
Act). Please find my decision on your request set out below. 

Question 1: What is the formal complaints process? 

Please refer to Appendix One which provides the following resources available on 
the Ministry’s intranet: 

• Complaints Overview and Management 
• Managing and resolving a complaint. 

Question 2: What is the process for requesting a branch Official Information 
Act information on the phone 

Requests can be made verbally, including over the phone, as long as the requester 
is seeking official information held by the Ministry. The branch staff will forward 
the request to OIA Requests@msd.govt.nz  who will acknowledge and log your 
request. Your request will then be assessed and responded to by the Ministry’s 
Ministerial and Executive Service Team. 

More information about making a request under the Act is publicly available on the 
Ministry website, we are providing the relevant link here: 

• Official Information Act 1982 (OIA) www.msd.govt.nz/about-msd-and-our-
work/publications-resources/official-information-responses/index.html.  

Question 3: MSD's process in contacting someone for rescheduling an 
appointment? 

Ministry staff will attempt to contact the client by phone to reschedule an 
appointment, followed by an email where appropriate. If this is unsuccessful, a 
new appointment will be booked and the client will be sent a letter, which they can 
view in MyMSD. 

 

 



Question 4: The number of jobseekers that have had a sanction imposed for 
missing one appointment. 

Question 5: Over the last six months, the percentage of people that have 
moved off the jobseeker support as a result of obtaining full-time 
employment 

Please refer to Appendix Two which provides the following tables: 

• Table One: Sanctions Imposed for "Failed to Attend Appointment" reason for 
working age Jobseeker Support clients between 1 December 2025 to 31 May 
2026 

• Table Two: Benefit cancellations for "Obtained Work" Reason for working age 
Jobseeker Support clients between 1 December 2025 to 31 May 2026. 

Please note for Table One, the Ministry can only report where a sanction has 
applied due to failure to attend an appointment – not whether this was the first 
appointment missed by a client. For the Ministry to provide you with the number 
of jobseekers that had a sanction imposed for missing one appointment, this would 
require the creation of new information. The Ministry is not obligated under the 
Act to create information to answer a request. 

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 
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