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26 June 2026  

 

Tēnā koe  

 

Official Information Act request 

Thank you for your email of 21 May 2026, requesting information about the 
Ministry of Social Development’s (the Ministry’s) implementation of Artificial 
Intelligence (AI). 

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

• What Artificial Intelligence is your Ministry considering implementing in the 
next year?  

• What aspects or parts of the business will it be implemented? Ie how will 
the AI be used 

The Ministry’s Leadership Team approved its AI Strategy and AI Policy in March 
2026 and intends to publish both documents on its website in due course. We are 
providing you with these documents in advance. Please see these documents 
attached.  

MSD has an AI policy which we use as a reference point when talking about AI, 
which aligns with the Public Service AI Framework. 

This policy covers both generative AI (i.e. Large Language Models and related 
technologies, and their image-based equivalents) and non-generative AI (such as 
other forms of machine learning, predictive algorithms, older forms of voice 
recognition). This has effectively the same coverage as the Algorithm Charter, 
which the Ministry is a signatory to. 

The Ministry has plans to implement: 

• A mix of generative and non-generative AI functionality as part of our 
transition to a new contact centre platform, to better support our contact 
centre staff. Final decisions on what functionality will be used have not yet 
been made but are expected to include call transcription. 

• An algorithm to help match job seekers with jobs as part of a new digital 
employment platform. This is not generative AI.  

• Updated search functionality across Ministry knowledge bases, to improve 
discoverability of key information for all our staff. 

The Ministry’s Artificial Intelligence Strategy for 2026 – 2027 further sets out the 
Ministry’s considerations for future implementation of AI.  

 



• Will its implementation reduce the workload or staff numbers?  

As part of Budget 2026, Cabinet has agreed to a programme of reform aimed at 
transforming the public service to streamline how it is organised, accelerate digital 
transformation, strengthen leadership and talent, and improve efficiency and 
productivity. Decisions to implement new contact centre and employment 
functionality detailed above predate the Budget 2026 decisions and specific 
decisions on how these Budget reforms will be achieved by agencies have not yet 
been made. Ministers have asked Chief Executives to work through what this 
means for their organisations.  

• What safety and security protocols has it had to pass to be considered 
acceptable for implementation?  

Any use of AI needs to comply with the Ministry’s AI policy and be assessed 
through the Certification and Accreditation (C&A) process. The Ministry’s AI policy 
sets out the principles, roles and responsibilities which support the Ministry to use 
AI.  

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 





Introduction
Almost every New Zealander at some point in their lives will receive support from the 
Ministry of Social Development (MSD). Artificial intelligence (AI) is changing the nature 
of how people engage with agencies to receive support, and how agencies and partners 
provide support. 

Our relationship with New Zealanders is large. In 2024/25 MSD answered over 4.4 
million phone calls. Over 1.4 million New Zealanders at the end of June 2025 were 
receiving income support. 

Our strategies – Te Pae Tawhiti describes the strategic shifts MSD is making. Mana 
Manaaki – A positive experience every time. Kotahitanga – Partnering for greater 
impact. Kai takutū tatou – Supporting long-term social and economic development. Our 
Māori strategy Te Pae Tata and Pacific strategy Pacific Prosperity describe how these 
shifts will be realised for Māori and Pacific peoples. We are using AI to help us with our 
Target Operating Model, strategic shifts, and how we engage with clients and the 
community.

Our vision is to use AI to support working simpler, faster, and effectively. 

Using AI for predictable and repetitive work enables our staff to spend more time 
focusing on complex needs and contributes towards capacity release. This AI Strategy 
2026 -2027 describes how we use AI today, our vision for AI, our priorities where we 
will focus, and shifts and measures to support our efforts. It will unlock new 
opportunities for innovation, supports the Channel Strategy, and helps deliver on our 
Future Service Model. The use of AI tools must be led by investments in training and 
guidance for staff to feel empowered to use these tools safely.

Our use of AI will align to our commitment to using personal information responsibly. 
We will follow our Privacy, Human Rights and Ethics Framework to identify and address 
risks associated with how we interact with personal information using AI. AI capability is 
changing rapidly – which is why this strategy describes our ambition and actions to use 
these capabilities safely and transparently. 

In 2026-2027 we will focus on five priorities – 1) Deliver tailored personalised client 
experiences, simplified consistent staff experiences, and easier collaboration for 
partners using AI; 2) Maintain public trust and confidence while using AI; 3) Invest in 
staff to use AI; 4) Invest in platforms that provide AI; 5) Appropriate AI governance and 
investment.

By automating appropriate tasks and enabling better insights, staff can focus on people, 
speed up decisions, and deliver accurate, consistent support that helps New Zealanders 
be safe, strong, and independent.

 







What we mean by AI

Because of its rapid growth and adoption, AI capabilities are becoming mainstream capabilities that affect 
how people and organisations  operate. These capabilities have different characteristics, uses, risks, and 
ways of working.

AI is already in use today within MSD. We manage the use of AI today through our existing technology and 
information management governance controls. 

Increasingly online tools will include new AI capabilities that weren't available when the tool was procured or 
implemented, and this trend will increase over time.

Predictive AI

• Predictive AI involves using data, statistical 
algorithms, and machine learning techniques to 
identify the likelihood of future outcomes based on 
historical data.

• For example, using natural language to transcribe 
calls from audio to text

Generative AI

• A type of AI system that can create or generate new 
content such as text, images, video and music based 
off models and patterns detected in existing 
datasets.

• For example, creating CVs and cover letters, 
summarising text, reformatting case notes, chatbots

 









To enable staff to have a clear daily view of next 

steps

AI can provide a daily summary of overdue tasks, and 

suggested next actions every morning.

To speed up gathering of notes and reading of them

Draft notes from previous interactions are auto-

prepared to speed up quality assurance and case 

review processes.

To improve accuracy of guidance

AI pathfinding tools can provide policy-aware 

guidance, enabling staff to provide accurate 

information to clients.

To deliver consistent service

AI can provide recommendations for staff which

improve service consistency.

Why MSD should take advantage of AI

To enable partners with better insights

AI can enable querying of data using natural language

providing partners with better insights.

To provide partners with simple tools to explore 

options

AI can provide pathfinding to partners to explore 

which products and services are suitable for clients in 

particular circumstances.

To provide tailored alerts

Partners could receive tailored notifications 

highlighting clients requiring outreach.

To receive simplified collaboration

Tasks important to partners and MSD such as co-

creating job descriptions and job listings can be made 

easier and quicker using AI.

Clients Staff Partners

To deliver tailored client journeys

By identifying client context and pre-filling information, 

AI can enable personalised service paths that improve 

outcomes.

To provide personalised and relevant services

AI can provide contextual awareness to ensure clients 

see information that match their circumstances making 

services easier to navigate.

To deliver inclusive access for clients

Accessibility options like AI-powered voice support 

could be enabled to ensure no client is left behind 

regardless of ability or device.

To improve understanding of services

AI could enable plain-language explanations tailored to 

each client’s situation helping understanding of 

service.

 



The need for AI

To deliver the future described in MSD – services for the future, AI is 
woven through as a supporting capability requiring investment in staff 
and technology. The six themes in the MSD Technology Strategy 
reference AI capability investment.

AI has the potential to enhance the productivity of staff significantly 
and improve the experience of clients. Staff will be involved in decisions 
to use AI capability. In addition, this requires dedicated investment in 
staff training, organisational readiness, and technology capabilities. This 
AI Strategy describes work to improve our capabilities over the next 

two years to meet our wider goals.

 



Five AI priorities to support our 
technology shifts

To support our Target Operating Model and meet our technology shifts described in the MSD 

Technology Strategy, we have five AI priorities over the next two years.

Priority 1 - Deliver tailored personalised client experiences, simplified consistent 
staff experiences, and easier collaboration for partners using AI

Priority 2 - Maintain public trust and confidence while using AI

Priority 3 - Invest in staff to use 
AI

Priority 4 - Invest in platforms 
that provide AI

Priority 5 - Appropriate AI 
governance and investment

 















Deliver tailored personalised 
client experiences, 

simplified consistent staff 
experiences, and easier 

collaboration for partners 
using AI

Maintain public trust and 
confidence while using AI

Invest in staff to use AI
Invest in platforms that 

provide AI
Appropriate AI governance 

and investment

MSD will use AI to simplify work, speed up decisions, and improve productivity by automating 
appropriate tasks and providing better insights. This allows staff to focus on people, and deliver 
accurate, consistent support that helps New Zealanders be safe, strong, and independent.

AI-enabled 
innovation

AI transparency 
and 

explainability

AI quality & 
safety

Inclusive AI 
client 

experiences

Human-centred 
AI

Enterprise AI 
tools

AI aligned with 
environment

Responsible AI 
approach

Our vision is realised through these priorities

Having a set of AI qualities will help us develop our AI capabilities in a way that aligns with our MSD organisational values. 

We show Manaaki by caring about the wellbeing and success of people by engaging with staff on introducing and implementing 
AI, and by investing in staff to use AI. We show Whānau through building inclusive experiences that work for all New Zealanders. 
We show Mahi tahi by working with our partners and other agencies to build joined-up experiences with AI. We show Tika me te 

pono by being transparent and responsible in our use of AI. 

MSD’s AI Vision

MSD’s AI priorities

MSD’s AI qualities

AI vision, priorities, and qualities
 





Measuring success of AI

Client and partners can take 
advantage of AI to receive 
service, and staff can make 

decisions faster with accurate 
data

AI governance and assurance 
processes are followed 

regularly, with significant 
initiatives published online and 

widely consulted

All staff have AI training, and 
feel empowered leading to 

increased use reported in the 
DIA Public Sector Survey

AI capabilities accelerate MSD 
– services for the future  and 

help reduce the transition cost

A regular pipeline of AI use 
cases move swiftly through our 

Innovation Framework and 
governance committees

Our vision is realised through these priorities

Successfully delivering our priorities results in these outcomes

MSD’s AI priorities

MSD’s AI measures

There are seven AI capabilities that MSD will concentrate on maturating over the next two years. We will assess ourselves 
annually to track our increasing AI maturity over time.

0
1
2
3
4
5

AI Strategy AI value AI organisation AI people and
culture

AI governance AI engineering AI data

2025 2027

Leading

Scaling

Stabilisation

Experimenting

Planning

Deliver tailored personalised 
client experiences, 

simplified consistent staff 
experiences, and easier 

collaboration for partners 
using AI

Maintain public trust and 
confidence while using AI 

through assurance
Invest in staff in using AI

Invest in platforms that 
provide AI

Appropriate AI governance 
and investment
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