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26 May 2026  

 

 

Tēnā koe  

 

Official Information Act request 

Thank you for your email of 8 May 2026, requesting the following information:  

• A breakdown of security incidents from 2023 to 2025 with how many 
security incidents there have been on a yearly basis, would also appreciate 
a breakdown of their seriousness. 

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

The safety and security of our staff and the people we serve is our top priority.  

Our frontline teams work with a wide range of people every day, and while most 
interactions are positive, there are occasions when our staff must manage 
challenging or inappropriate behaviour.  

Many organisations have seen an increase in the complexity and stress in clients 
post-COVID, and the circumstances they are dealing with, and we are no different.  

The evidence we’re seeing is that our overall security environment is working to 
de-escalate situations, and functioning as intended to keep people safe.  

We are seeing the benefits of significant, long-term improvements to how our sites 
are designed and how our security systems operate. The Ministry of Social 
Development (the Ministry) has invested $78 million to upgrade service centres 
across Aotearoa, so that they support safety.  

The data show incidents are being well-managed by our security processes and 
security environment. Trends that are coming through in the data from reported 
events are:  

• The number of security events involving damage or attempted damage were 
at their lowest in four years in 2025  

• The number of security events involving physical injury to staff were at their 
lowest in three years in 2025  

• Lockdowns reduced in 2025 compared to 2024.  

Overall security events were down in 2025, compared to 2024, including for 
incidents classified as severe, major or moderate.   

Lockdowns happen when there is an immediate or imminent threat.  Many of these 
incidents are threats over the phone. We work closely with our partners at NZ 



Police to ensure any threats or events are managed in the appropriate way by the 
proper authorities. 

Please see attached the Severity Ratings guidance used by staff. 

Please refer to the table in the attached Appendix which provides counts of all 
reported security events between 2023 – 2025, broken down by year, severity and 
contact type. 

Please note, the table reported events include clients threatening suicide or self-
harm, and events involving both MSD staff and/or Tautiaki, clients, or members of 
the public, and includes both onsite and offsite events. 

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 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 





Other 42 253 187 13   495 

Notes:  

• Reported events include clients threatening suicide or self-harm, and events involving both MSD staff and/or Tautiaki, clients, 
or members of the public, and includes both onsite and offsite events. 

• ‘Other’ contact includes email, text, social media. 
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