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Office of the Minister for the Public Service 

Chair 
Cabinet Social Wellbeing Committee 

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 

Proposal 

1. This paper seeks decisions on the next stages of work for a set of immediate projects to
improve the experience of seeking redress for survivors of abuse in care: the design and
implementation of an interim listening service, records improvements, and a public (national)
apology and accompanying tangible actions.

Executive summary 

2. The Royal Commission of Inquiry into Historical Abuse in State Care and in the Care of
Faith-based Institutions (the Royal Commission) delivered its report on redress in December
2021. The report recommended immediate areas of work to help improve survivors’ current
experience of redress. Cabinet agreed in July 2022 [CBC-22-MIN-0035 refers] for the Crown
Response to the Abuse in Care Inquiry (the Crown Response) to progress at pace on the
design and implementation of an interim listening service, records improvements, rapid
payments, and to begin work on the preparation of a public apology. This paper outlines
progress, including insights from survivor engagement (see Appendices One and Two), and
proposes next steps and decisions on these immediate areas of work.

Listening service 

3. Work has been progressing to respond to the Royal Commission’s listening function
recommendations, to provide an avenue for survivors to share their experiences once the
Royal Commission concludes. Based on this work, I recommend Cabinet agree to the
establishment of an interim listening service, reflecting the opportunity it presents to support
healing for survivors.

4. I propose that the interim service is housed within the Department of Internal Affairs (DIA)
and built off the infrastructure developed for the Royal Commission’s current survivor
accounts process, with some adaptations. This allows for a safe, cost-effective, and
pragmatic solution to the stand up of an interim service from July 2023. The operation of the
service would be overseen by an independent Board that has a strong Māori and survivor
voice and is appointed by the Governor-General on the recommendation of the Minister for
the Public Service.

5. The proposed purpose of the interim service is to provide a forum in which survivors can
share their experiences in care in a trauma-informed and culturally responsive setting to
facilitate healing. To support this, the interim service would provide access to supports
before, during, and immediately after survivors share their experiences, provide information
about and referral to existing claims and records processes, and act on any safety concerns.

6. The interim service would use the experiences shared to inform State agencies, non-State
care institutions, and the general public’s understanding of the nature and impacts of abuse.
The service would not be responsible for undertaking any investigations, seeking to establish
the truth of survivors’ experiences, or making any recommendations relating to redress. It
would not have any monitoring or oversight functions.
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7. To minimise any ‘wrong doors’ for survivors, the proposed interim service would be available
to people who were abused in State care or non-State institutions. This would be consistent
with the current scope of the Royal Commission’s survivor accounts process. The service
would be focused on people who experienced historical abuse and neglect (prior to 1999),
but also accessible to people with more recent (post-1999) experiences. The service would
be primarily available to direct survivors, but also open to hearing the experiences of
whānau, to recognise the wider impacts of trauma.

8. There are opportunities to develop the Royal Commission’s survivor accounts process to
increase access and support. The Crown Response has identified areas where further
information could be provided about current claims and records processes, including
integrating a ‘handshake’ process to connect survivors to claims and records services. To
increase confidence in and awareness of an interim service, the listening service would
establish relationships with hapū, iwi, Māori and Pacific health and social service providers,
Disabled People’s Organisations, and other disability advocacy groups.

9. The establishment of an interim listening service will enable survivors to contribute to the
development of proposals for a more permanent listening function as part of the high-level
design process of a new independent redress system [SWC-22-MIN-0214 refers]. This will
help the Crown to meet its Treaty of Waitangi obligations as the survivor-focused design
process will help facilitate Māori survivors to shape proposals for a more permanent listening
function.

Records 

10. Cabinet agreed for the Crown Response to identify areas where immediate improvements to
records processes could be made, to better enable survivors to request, receive, and
understand their care records, and have an improved sense of control over their personal
narrative.

11. Care leavers consistently highlight the value they place on their care records for filling
important gaps in their knowledge about why they were in care and what happened while in
care, to help them build their sense of identity and belonging, to help them when seeking
redress, and to exercise their rights to records access and control.  Survivors of abuse in
care, in addition, have experienced trauma, and how their records requests are responded to
is important for minimising the risk of further harm. Records quality and access issues have
specific additional impacts for some groups of survivors, including Māori, Pacific, Deaf
people, disabled people, and rangatahi.

12. After testing through engagements with survivors and record holders, five initiatives have
been identified for improvements that can be progressed prior to the new redress system and
without legislative change. These initiatives are:

a. the development and implementation of a shared set of principles to guide record
holders on trauma-informed and rights-based processes;

b. a new website on care records, to provide a central source of information on how to
request records from the many different agencies and organisations that hold records,
and advice on what such requests may involve;

c. a records support service, where survivors can access support to help navigate
requesting and receiving records, to mitigate the potentially harmful impacts of
accessing records;

d. bringing forward a records retention and disposal project, to protect and preserve key
records through a review of disposal authorities; and

e. further cataloguing, indexing, and digitising of care records to improve survivor access
to a broader range of existing records, enabling records holders to respond to survivors’
records requests more easily and thoroughly.
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13. I recommend Cabinet endorse work on the first, second, third and fourth initiatives, subject to
Budget 2023 funding. I am also seeking Cabinet’s endorsement for further work to be done
on a records support service, with a view to seeking funding for the service through Budget
2024.

14. Collectively, these initiatives for improvement address most aspects of the Royal
Commission’s records-related recommendations.

Public apology and accompanying tangible actions 

15. The Crown Response has been engaging with survivors, the National Iwi Chairs Forum,
senior Māori leaders, and disability advocacy groups on approaches to a public apology and
accompanying actions to tangibly demonstrate the Crown’s contrition.

16. I am seeking Cabinet agreement to the delivery of a public apology in August 2023, so it can
be delivered as soon as possible after the Royal Commission’s final report is received in
June 2023. As this timing will likely fall during the pre-election period, there will need to be a
final decision in early 2023 on whether a public apology can be made in August 2023.

17. I will be seeking cross-party involvement in the design and delivery of the proposed public
apology, to recognise the enduring impact abuse in care has had across different
Government terms. This will be important to demonstrate to survivors the shared
commitment the Crown has to address the redress needs of survivors and the prevention of
further abuse.

18. I also consider that the public apology should be accompanied by a set of tangible actions
that will demonstrate the Crown’s commitment to survivors and their whānau.

19. If Cabinet endorses this approach, I propose Cabinet agree to delegate decisions to joint
Ministers on the design and content of the apology and accompanying tangible actions.  This
would include myself (as Minister for the Public Service), the Minister for Māori Crown
Relations, Minister for Arts, Culture and Heritage, Minister for Disability Issues, Minister for
Whānau Ora, Minister for Māori Development, and Minister for Pacific Peoples.

20. As there are funding decisions required for this financial year, in order to enable a public
apology in August 2023, I am seeking Cabinet agreement to authorise myself (as Minister for
the Public Service) and the Minister of Finance to make those decisions.

Rapid payments 

21. A rapid payment approach for agencies operating current historic claims processes has been
agreed by relevant Ministers. The Ministry of Social Development (MSD) has started rolling
out a specific version of the approach first, which is focused on ill and elderly claimants, and
those who have been waiting the longest to have their claims considered.

Budget 2023 

22. Preliminary estimates of costs associated with the interim listening service, records and
apologies proposals are up to a total of $54.898 million for the 2022/23, 2023/24, and
2024/25 financial years. These are indicative estimates only that are still being refined and
there are scaling options within each initiative. It is proposed that these options are
considered by the joint Ministers for the public apology (see paragraph 19) and by Budget
Ministers for the interim listening service and records initiatives.

23. The table below sets out the indicative costs for the interim listening service, records, and
apologies and accompanying tangible actions, noting again there are scaling options within
each of these initiatives.
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Proposals for a new interim listening service 

32. On the basis of the insights outlined above, I recommend Cabinet agree in principle to the 
establishment of an interim listening service for survivors by July 2023, subject to Budget 
2023 decisions. 

33. I further recommend the interim listening service is built off the model and infrastructure 
already established by the Royal Commission for its survivor accounts process, to enable a 
pragmatic, safe, and cost-effective stand up of the service within the required timeframes. 

34. The interim listening service would be available to survivors from July 2023, when the Royal 
Commission concludes. I envisage the service would operate through to the establishment of 
the new redress system (expected to be mid-2025, subject to the design process). This 
approach enables consideration to be given to the design and delivery of a permanent 
listening function through the high-level redress design process that will be run February–
June 2023 [SWC-22-MIN-0214 refers]. This enables Māori survivors and other survivor 
groups to help develop suitable options. Once that work concludes, Cabinet can make 
decisions about whether to continue the operation of the interim listening service in its 
proposed form or whether to adjust or replace it with a different model. 

35. I note the term ‘interim listening service’ is used by the Royal Commission in its redress 
report and is used by the Crown Response for continuity purposes. The Crown Response 
recognises some survivor groups feel this terminology excludes Deaf and disabled survivors 
and the methods they may choose to share their experiences. If Cabinet agrees to the 
establishment of this interim service, work will be completed in the detailed design phase to 
identify a more suitable name. 

Purpose 

36. The purpose of the interim listening service would be to: 
a. provide a forum in which survivors can share their experiences of abuse in care in a 

trauma-informed and culturally responsive setting in order to facilitate healing; 
b. continue to increase State agencies, non-State care institutions, and the general 

public’s understanding of the nature and impacts of abuse in care; and 
c. provide access to information about claims and records processes. 

Scope 

37. The interim listening service should be designed to minimise any ‘wrong doors’ for survivors, 
recognising the need for many survivors to share their experiences of abuse, irrespective of 
the context their abuse occurred. I therefore consider the service should be:  
a. available to people who were abused in State care or non-State institutions. This would 

be consistent with the current scope of the Royal Commission’s survivor accounts 
process; 

b. focused on people who experienced historical abuse and neglect (prior to 1999), but 
also accessible to people with more recent (post 1999) experiences; and 

c. focused on direct survivors, with an emphasis on outreach to survivor groups who have 
not accessed previous listening services to the same extent as other groups, for 
example Māori, Pacific people, and people with intellectual and learning disabilities. The 
interim listening service would also be accessible to whānau members, as trauma and 
its impacts can be collective.  

Functions, services, processes, and survivor experience 

38. The following services would be delivered through the interim listening service:  
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a. community engagement through whānau, hapū, iwi, Māori and Pacific health and social
service providers, and Disabled People’s Organisations and disability advocacy groups
to build awareness of and confidence in the service1;

b. connecting with the survivor to understand and then meet their wellbeing and support
needs prior, during, and immediately after a listening session;

c. delivery of listening sessions with survivors, including the production of a recording of
the sessions;

d. identifying and acting on any safety issues and provision of crisis response where
required;

e. collecting and public reporting of insights and possibly case studies;
f. collation and provision of information for survivors about how to access and what to

expect of current claims and records processes, including ‘hand-shaking’ survivors
directly to services where needed2; and

g. referral to existing ongoing supports where necessary, for example counselling and
other hauora services. Note as this is an interim solution that does not include the full
range of supports that may be available through the proposed new redress system,
careful consideration needs to be given to how survivors are supported to access
existing community services for ongoing support as this will not be a function of the
interim service.

39. Key adaptations to the Royal Commissioners survivor account process are, the focus will be
on ‘listeners’ who have relevant trauma-informed skills, experience and training, and service
khprocesses will have the flexibility needed to be more responsive to the different needs of
survivors and their whānau. Officials also propose the new service undertake a co-design
piece with disability groups to ensure the service is accessible, safe and valuable for
survivors who have barriers to communication.

40. In addition to these services, a records support service is a strong priority for survivors. If
Cabinet endorses further work on the proposed records support service (paragraphs 78–81),
officials will provide advice on whether the records referral service within the interim listening
service could be expanded to house a full records support service as part of Budget 2024.

41. The service would not be responsible for:
a. undertaking any investigations or seeking to establish the truth of survivors’

experiences;
b. making recommendations relating to monetary redress;
c. responding to complaints about care experiences; and
d. any monitoring or oversight of current care settings.

42. The Crown Response is continuing to work with the Royal Commission and DIA to develop
options on where survivor narratives from the Royal Commission could be hosted. There
may be an opportunity for the interim listening service to obtain these records, which would
demonstrate the Crown’s commitment to a more joined-up way of operating. This needs to
be worked through and put to survivors in a way that does not breach their trust in the Royal
Commission or the proposed interim listening service, and which is consistent with privacy

1 The Royal Commission and survivors consider that for survivors to decide to come forward and share their experiences 
with the new service, a proactive model of community engagement needs to be prioritised. Survivors highlighted the 
importance of engaging face-to-face to promote the service, its purpose, and parameters. This is particularly important 
among communities that have had lower uptake to date of previous listening services and the Royal Commission 
survivor accounts process, including Māori and Pacific survivors and survivors with people who are isolated or who have 
barriers to communication. 
2 This represents an enhancement to the current Royal Commission survivor accounts process which does not provide 
any information about or referral to claims services in order to protect its independence 

PROACTIVELY
 R

ELE
ASED U

NDER THE C
OMMITMENT TO O

PEN G
OVERNMENT



PROACTIVELY
 R

ELE
ASED U

NDER THE C
OMMITMENT TO O

PEN G
OVERNMENT



 

9 

IN-CONFIDENCE 

received by claims agencies indicate likely continued high demand. If the listening service is 
viewed by survivors as supportive and safe, demand is highly likely to increase. The Crown 
Response is proposing to manage this uncertainty by seeking a portion of the funding for the 
new service as a contingency.  

Proposal to delegate the detailed design and implementation of the interim listening service 
to a relevant set of ministers  

49. If Cabinet agrees to the listening service proposals, the Crown Response will commence
work alongside the Royal Commission and DIA on the detailed design and implementation of
an interim service.

50. For further design decisions and implementation, I propose the Crown Response and DIA
report directly to myself (as Minister for the Public Service) and the Minister for Internal
Affairs in March 2023.

Officials have been considering the recommendations from the Royal Commission in 
relation to the creation of and access to records for survivors 

51. In July 2022, Cabinet agreed for the Crown Response to progress work to make it easier for
survivors to request, receive, and understand their care records, and for survivors to have an
improved sense of control over their care narrative.

52. Options analysis has been carried out drawing on a range of information, including survivor
testimony, the Royal Commission’s recommendations, national and international care
records initiatives. and engagement with current care providers, faith-based records holders
and a cross-agency working group.

53. The Crown Response has directly engaged with a number of survivors and advocates. While
there are issues common to many survivors, the engagement process included a focus on
understanding the distinct care records issues and needs for Māori, Pacific, Deaf, disabled,
faith-based, and rangatahi survivors.

54. The Crown Response has also had initial engagements with key advocacy, advisory and
regulatory leads, including the Offices of the Ombudsman and the Privacy Commissioner,
Archives New Zealand, VOYCE Whakarongo Mai, Iwi Chairs Forum, the Pacific Data
Sovereignty Network, the Archives and Records Association of New Zealand, Deaf Aotearoa,
and People First.

Why records matter and current issues with records access, control, and narrative 

55. Survivors have consistently highlighted the high value they place on records about their time
in care.  These records fill important gaps in what survivors know about why they were in
care and what happened to them while in care.  They are also an important source of
information about family members, belonging, and identity.  For many survivors, access to
records is their first step in seeking redress.

56. Lack of trust in the institutions that harmed them has meant that some survivors have chosen
not to seek access to their care records. For many who have come forward, the experience
of trying to find, access and make sense of records has been re-traumatising.  Finding out
what records are held and where, and then trying to access them can be a lengthy and
complex process, made worse by the fact that a significant number of historic care records
have been destroyed or lost.

57. Where a survivor can access their care records, the records sometimes contain unexpected
and distressing information such as that they have siblings, are of a different ethnicity, or
were taken into care due to abuse by a family member. This shock can be compounded by
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the inclusion of derogatory or racist terminology, an unbalanced focus on negative aspects 
about a survivor and inaccurate, missing, or heavily redacted information.  

58. For Māori survivors, and consequently their whānau, hapū and iwi, inaccurate, missing, or
withheld ethnicity or whakapapa information has contributed to a loss of connection to
whānau, marae, iwi, and culture. Pacific survivors have also been impacted by poor
recording of identity data, for example, being wrongly recorded as Māori or simply non-Māori,
or as ‘Pacific’ instead of specifically ‘Samoan’ or ‘Tongan’. For individual survivors and their
aiga, this has made it difficult to retain language and culture or pass these onto descendants.

59. Deaf and disabled communities also have distinct and diverse issues with and needs for
accessing information in records. Communication barriers and reliance on others can impact
on peoples’ access to information, particularly when information is filtered through support
people. Many records are also in inaccessible formats such as hand-written or typed paper.
Further, the power imbalance and safety risk when requesting information can be higher for
some disabled communities, as the support they can draw on may be small and people may
still rely on current care services.

60. From initial engagements with records holders, it is clear there have been improvements in
practices in some key areas across State and faith-based organisations. This includes
improvements to how records are created in the first place, including with the recent
introduction of new recording requirements as part of the Oranga Tamariki (National Care
Standards and Related Matters) Regulations 2018, strengthened practice around records
retention, better provision of information about psychological and emotional supports
available to survivors, better engagement with requesters when they request and receive
their records, and faster timeframes for responding to records requests.

61. At the same time, some agencies are continuing to struggle with demand and resourcing,
particularly where records access is part of a wider claims process and requires review of
large files. Inconsistencies also continue in how agencies respond to records requests,
records redactions, and requests for corrections to those records. Additionally, most current
processes for requesting, receiving, and understanding information do not have built-in
options for Māori or Pacific values-based approaches, services, and settings.

Options and opportunities for improvement 

62. Given the multiple issues present in the current records system there is a wide range of
opportunities to continue to improve how records are created and the experiences of
survivors in accessing those records. Some recommendations for improvement would need
to be system-wide, and may require legislative, policy and technology changes, for example
around centralising storage of all care records. Work at this scale will be considered during
the high-level and then detailed design for the new independent redress system.

63. Officials have identified significant opportunities to make early, targeted improvements to
records access. These opportunities were drawn from survivors, advocates, and Royal
Commission descriptions of experiences with records, A set of early opportunities were
tested against critical success factors and key feasibility considerations3 and with survivors
and survivor advocates. Using insights from engagements, officials have identified five
feasible initiatives that are expected to have a positive impact for survivors. A summary of
insights from engagement with survivors is included in Appendix Two.

64. Three of these initiatives are considered priorities for progression, having the greatest
potential to improve records access for survivors, a new:

3 Critical success factors included: opportunity for survivor input to design, Te Tiriti o Waitangi principles, 
being trauma-informed, and potential benefit for survivors. Feasibility considerations included potential value 
for money, affordability, achievability and supplier capacity and capability. 
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a. set of shared principles to guide how organisations currently respond to records
requests, including how to make redactions;

b. website providing centralised information on how and where to access records from
both state and non-state institutions; and

c. tailored service for survivors who need support with records access.

65. Two other initiatives extend and bring forward work around the cataloguing, indexing,
digitising, and retention of care records.

66. Collectively, the initiatives for improvement address most aspects of the records-related
recommendations in the Royal Commission’s redress report and reflect the framework of
‘access’, ‘control’ and ‘narrative’ from the July 2022 paper on the immediate projects (see
Appendix Three).

67. More detail on each of the five initiatives is set out below.

Initiative One – Guidance principles on providing access to records 

68. Survivors need access to records for a host of reasons including to fill information voids they
cannot fill in other ways. Often records are redacted to protect the privacy of others, but this
can leave survivors without access to critical information and feeling distressed and
suspicious, particularly when practice varies considerably over time and between records
holders, as is currently the case.

69. Current redaction approaches are primarily focussed on legislative limitations to information
sharing and could give more weight to Māori or Pacific data sovereignty principles and other
records-related rights, e.g. the UN Convention of the Rights of the Child. The Office of the
Privacy Commissioner considers guidance on redaction could be particularly useful to help
ensure agencies are not being overly risk averse in the redactions they make, particularly
with respect to redactions to protect information about others.

70. This work entails the development and implementation of shared principles to guide record
holders towards trauma-informed and rights-based access and management of care records.
The work is drawing on similar principles from other jurisdictions, as well as reflecting Te Tiriti
o Waitangi and Pacific peoples’ perspectives. As recommended by the Royal Commission,
the principles would be collaboratively developed to be used by a wide range of record
holders including non-government institutions.

71. This work involves an initial focus on the development of shared redaction guidance to
support more consistent and transparent redactions practice across agencies and
organisations, followed by work on a wider set of guidance on the handling of records using
human-centred approaches that recognise the unique information needs and rights of both
survivors and care leavers4.  Work will then be undertaken with agencies, regulators, and
sector bodies to ensure the principles are applied consistently, including the development of
training material.

72. The estimated implementation date for the initial shared guidance on redaction is early 2023,
with the aim to develop and commence the implementation of wider principles by June 2023.
This project does not require changes to legislation, can be delivered largely within current
baselines and is underway now.

4 For example, by defining information access and correction rights, articulating the importance of providing options and 
support for records receipt, and guidance on how to balance information rights and summarising of content; and 
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Initiative Two: Central website on care records 

73. Depending on where and when they were in care, survivors may need a range of records
from several organisations, each with different processes and varying levels of timeliness
and support. Records are variously accessed through Oranga Tamariki and NGO care
providers, Te Whatu Ora districts, the Ministry of Social Development, School Boards of
Trustees, the Ministry of Education, the Ministry of Health, Archives New Zealand, individual
parts of faith-based organisations and former care providers. These processes are difficult to
understand and navigate, particularly for survivors without legal representation or advocates.

74. A new website would provide a central source of information and advice on how to request
records and what it may involve. This would make it easier and safer for survivors, care
leavers, whānau and support people to exercise their rights to access and control records

75. Detailed collaborative design with survivors would determine the specific information required
by survivors, which could include information on:

a. how to request records held by State and faith-based organisations;
b. State and faith-based care institutions’ histories, what types of records and information

exist, and what is known about records that have not survived;
c. what to expect from the experience and what assistance and supports are available;

and
d. their rights to access and correct information under the Privacy Act 2020, and what to

do if their rights are not being enabled.

76. Work can begin immediately on collecting existing information content, as the website would
not store or publish the records themselves. It would be easy to implement an initial version
that could then be iteratively updated. The information can reach a high number of people in
a wide range of locations. A similar site exists in Australia named Find and Connect and
lessons from that project have informed this proposal.

77. A website could be implemented by late 2023 or early 2024, subject to availability of funding
and procurement processes. The design, build, promotion, and ongoing maintenance of the
website would require new funding. Resource is also required to ensure agencies are able to
respond to the additional demand it may generate, e.g., in relation to requests to correct
records or provide them in accessible formats. To support its credibility, the website should
be hosted separate to care agencies, but there could be opportunities to leverage existing
technical infrastructure within other agencies to manage costs.

Initiative Three – Records support service 

78. In addition to the need to navigate multiple request processes, as set out above, historic
records are problematic and carry high risk of causing further harm to survivors on receipt,
due to distressing content, language, and gaps in information and the fact that they are still
held by the organisations that survivors hold responsible for their harm. Most current request,
receipt and support processes do not reflect the distinct values, barriers and impacts
important to specific survivor communities.

79. The proposed service would go beyond the hand-shake referral service that would be built
into the proposed interim listening service and would provide tailored assistance throughout
the information request process. This assistance would come in the form of a service for
survivors, their whānau and support people, with dedicated and skilled staff, independent of
care agencies. Depending on the extent of the service implemented these staff could:

a. help survivors direct their requests for information to the right organisations;
b. if they wish, and with their informed consent, lodge requests and receive and collate

information on their behalf;
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c. work with them to help them understand the content of the records; and
d. provide them with information on relevant existing support services that can help them

with the psychological and emotional impacts of the information.

80. The service would help make requesting, receiving, and understanding information easier
and safer, particularly if it is a relational service incorporating tikanga Māori, Pacific values,
and rights-based access. As with the proposed interim listening service, community
engagement will be necessary to ensure equitable access to the service and the website. It
may take time to build trust in these services, especially for Māori, Pacific, Deaf and disabled
survivors.

81. If Cabinet endorses further work on this initiative, officials will accelerate high-level and
detailed design work, with a view to seeking funding for a new service in Budget 2024. This
work will include engagement with the Design Group leading work on the high-level design of
the new redress system.

Initiative Four – Records retention and disposal project 

82. The Royal Commission has found that some survivors have been deprived of key personal
information and evidence to support their rights because records have been destroyed or
lost. After the Royal Commission closes there are concerns organisations may start
destroying records that are of value to survivors and care leavers. The Royal Commission
recommended that the Crown consider temporary protections on public records until an
urgent review of disposal authorities relating to care records is completed.

83. Work that addresses these recommendations has already begun. Some retention periods on
care records have been extended and other key care records cannot be disposed of even if
there were not a current disposal moratorium on records relevant to the Royal Commission,
because they are not covered by a current disposal authority. Archives New Zealand is
considering what temporary records protections will remain after the end of the Royal
Commission in June 2023. Decisions will be communicated earlier than June 2023 to
prepare organisations.

84. Planning is underway for substantive work on the review of long-term disposal authorities.
Subject to funding availability, there is an opportunity to bring this work forward from 2025 to
2023, and do it more efficiently as a collaborative, time-bound and project-managed effort
between Archives New Zealand and organisations holding public care records.

85. Engagement with survivors and care leavers on these decisions will enable them to influence
some of the controls on these records and contribute to ensuring key sources are available
to support individual and societal narratives.

Initiative Five – Cataloguing, indexing, and digitising of care records 

86. It is made even more difficult to find out if records exist and what information they contain
and then access those records, if they are not well catalogued, indexed or digitised. This is
particularly true for care records other than personal files, such as institutional registers, day
books, etc. These records can contain information on children, staff, and the running of the
institution which can contextualise and support survivors understanding of their experiences
in care.

87. The scale of the work needed is significant and is a long-term challenge for the sector. There
is an opportunity, however, to make immediate progress by extending fixed-term funding,
due to end this financial year, that was appropriated to support agencies to respond to the
Royal Commission’s requests for digitised information.
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Memorials – Panel, 
design, ceremonies, 
and healing of land   

0 1.020 0.519 0 1.539 

Memorial construction - 
CAPEX 

0 0 3.116 0 3.116 

Depreciation and 
Capital Charge 

0 0 0.150 0.6 0.750 

Survivor experiences, 
public awareness and 
research 

0.000 1.734 1.557 0 3.291 

Scholarships 0.000 0.204 1.870 0 2.074 
TOTAL 1.530 4.579 7.560 0.600 14.269 

104. Note, most of these costs are incurred in Budget 2023/24 and Budget 2024/25, however,
there is a small amount of funding urgently required in this financial year to enable a national
apology in August. I am seeking Cabinet agreement to authorise myself (Minister for the
Public Service) and the Minister of Finance decisions around how to fund these in-year
costs.

A rapid payment approach for agencies operating claims processes for abuse in State care 
has been agreed 

105. The Royal Commission made recommendations to improve current abuse claims processes.
A joint briefing setting out a proposed high-level approach for rapid payments has been
agreed by the relevant Ministers (the Minister for the Public Service, the Minister for Children,
the Minister for Social Development and Employment, the Minister of Health, and the
Associate Minister of Education). MSD is rolling out a specific version of the rapid payment
approach first, which is focused on ill and elderly claimants, and those who have been
waiting in the claims queue longest. The Ministry of Education will roll out its own version of
the rapid payments approach soon after that. The Ministry of Education is seeking funding for
the rapid payments approach through the Crown Response Budget 2023/24 bid and will
provide advice on implementation options directly to me as the Minister of Education.

106. The Ministry of Health and Oranga Tamariki are not implementing the approach due to the
lack of claim queues and the nature of their cohorts, but will remain joined up with the
Ministry of Education and MSD about the phased implementation.

Giving effect to the Treaty of Waitangi 

107. There is a strong Treaty interest in the proposals in this paper, as Māori are significantly
over-represented among survivors. Treaty of Waitangi analysis has been completed for both
the interim listening service and the records project.

Interim listening service 

108. This option demonstrates active protection by enabling Māori survivors to access a safe
listening service in the interim, while also guaranteeing meaningful and safe engagement
through the survivor-led design process that has strong Māori representation. This process
will provide options to Māori survivors, to identify and determine ways in which a future
listening function could operate. The Crown demonstrates partnership through supporting
Māori survivors to identify options and solutions which serve them and their communities.
There may be further opportunities identified through the survivor-led design process to
further support and enable by Māori, for Māori options and tino rangatiratanga.
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Legislative implications 

116. There are no immediate legislative changes proposed.

Regulatory impact 

117. Impact analysis is not required, since there is no proposal to amend, repeal or introduce new
legislation at this time.

Population implications 

118. As outlined in previous papers to the Committee on responding to the Royal Commission
and its recommendations, Māori, Pacific peoples, Disabled People, Deaf people, and
LGBTQIA+ people have all been significantly affected by abuse in care and are therefore a
critical focus in the design of the immediate projects.

119. It is recognised that people will have intersecting and overlapping identities and perspectives
that need to be considered as part of the design process. There is also a growing number of
young people that are of Māori and Pacific heritage whose worldviews span te ao Māori and
different Pacific nations’ cultures.

120. In light of the overlapping identities and issues faced by diverse populations, the immediate
project workstreams will consider and reflect other work underway across government,
including Te Aorerekura, the Child Wellbeing Strategy, the Pacific Wellbeing Strategy, the
establishment of Whaikaha and the national rollout of the Enabling Good Lives principles.

Human rights implications 

121. The Royal Commission recommended that the redress system should be consistent with the
commitments Aotearoa New Zealand has under international human rights law, including the
United Nations Declaration on the Rights of Indigenous Peoples, the United Nations
Convention on the Rights of Persons with Disabilities and the United Nations Convention on
the Rights of the Child. These commitments include that effective redress must be available
for human rights violations.

122. The proposed immediate projects, being survivor-focused, are intended to strengthen human
rights, including individual’s rights under the Privacy Act 2020 which seek access to and
correction of their personal information and the right to redress through the establishment of
an interim listening service. These projects are consistent with New Zealand’s international
obligations as well as the New Zealand Bill of Rights Act 1990 and the Human Rights Act
1993.

Consultation 

123. This paper was developed by the Crown Response. The following agencies were consulted;
ACC, Archives New Zealand, Crown Law Office, Department of Corrections, Ministry for
Pacific Peoples, Ministry for Women, Ministry of Business, Innovation and Employment,
Ministry of Education, Ministry of Health, Ministry of Justice, Ministry of Social Development,
New Zealand Police, Office of the Privacy Commissioner, Office of the Ombudsman, Oranga
Tamariki, Public Service Commission, Te Arawhiti, Te Puni Kōkiri, Treasury, and Whaikaha –
Ministry of Disabled People. The Department of the Prime Minister and Cabinet was informed.

Communications 

124. The work of the Royal Commission and the Crown’s response to its findings are of
considerable interest to many. I am therefore working with the Minister of Finance around the
timing of a media release on this work, given its link to Budget 2023 announcements.  I
envisage that any media statements will be focused on the four immediate projects being
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progressed, makes clear reference to the Government’s ongoing commitment to the 
development of a compassionate, independent, survivor-focused redress system and the 
Crown’s overall redress programme.  

Proactive release 

125. I plan to proactively release this paper, with the appropriate redactions, as soon as
practicable, and taking into account the budget sensitive nature of the proposals in this
paper. Once released, the paper will be published on the Crown Response website, with
other agencies linking to the page as required.

Recommendations 

126. It is recommended that the Committee:

1) note in July 2022 the Committee invited the Minister for the Public Service to report
back on the immediate projects, with an invitation sought for relevant proposals to be
considered as part of an integrated Budget 2023 redress initiative [CBC-22-MIN-0035
refers];

Interim listening service 

2) agree, in principle and subject to Budget 2023 decisions, to establish an interim
listening service to commence operation once the Royal Commission concludes
through to the establishment of a new redress system;

3) agree the primary purpose of the interim listening service is to provide a forum for
survivors to share their experiences of abuse in care in a trauma-informed and culturally
responsive setting in order to facilitate healing, as well as using those experiences to
continue to strengthen the understanding of and actions to prevent abuse in care;

4) agree the interim listening service should be:
a) available to people who were abused in State care, as well as non-State based

institutions;
b) focussed on people who experienced historical abuse and neglect (prior to 1999),

but also accessible to people with more recent (post 1999) experiences; and
c) focused on direct survivors, with an emphasis on outreach to survivor groups who

have not accessed previous listening services to the same extent, but also
available to whānau members;

5) agree the interim listening service build off the model and infrastructure already
established by the Royal Commission for its survivor accounts process, with some key
adaptations to ensure the service is survivor-focussed, trauma-informed, culturally
responsive, and accessible to diverse Deaf and disabled survivors;

6) agree the interim listening service be housed within the Department of Internal Affairs;

7) agree to the establishment of an independent Board to oversee the operation of the
interim listening service that has a strong survivor voice and is appointed through the
Appointments and Honours Committee;

8) agree the Crown Response and DIA report back to the Minister for the Public Service
and the Minister of Internal Affairs on the detailed design and implementation phase of
the listening service early in 2023;
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9) note indicative costs associated with the interim listening service are up to $26.3 million
including personnel (including existing specialist resource from the Royal Commission),
IT, property, communications, engagement and governance costs of which $2.4 relates
to the 2022/23 financial year;

10) note the Crown Response is seeking funding for the service through Budget 2022/23
and decisions around any scaling of this bid are expected to be considered by Budget
ministers as part of the budget process;

11) agree to authorise myself (Minister for the Public Service), the Minister of Finance and
the Minister of Internal Affairs to have power to act to make necessary funding
decisions relating to expenditure for the interim listening service in the 2022/23 financial
year;

12) note the Crown Response will use the survivor-led design process agreed by Cabinet in
November 2022 [SWC-22-MIN-0214 refers] from February to June 2023 to advance the
design of a permanent listening function as part of the new redress system;

Records 

13) note historic and current processes for accessing records are complex and often create
additional harm and trauma, rather than aiding healing or restoration. Survivors
consistently emphasise the need for improvements as their records are vital to their
identity, whakapapa and cultural understanding and understanding of their life history;

14) note there are also additional distinct impacts of records access experiences for some
groups of survivors and care leavers, particularly those who are Māori, Pacific, Deaf, or
disabled;

15) agree the following initiatives for implementation in 2023, subject to Budget 2023
funding:
a) design and implementation of principles on providing access to records

AGREE / DISAGREE 
b) new central website on care records, providing care leavers, survivors, whānau

and their support people with practical advice on how and where to access their
records, their rights to access and influence records, and on what to expect from
the experience

AGREE / DISAGREE 

c) extending work on cataloguing, indexing and digitisation of care records to
improve the findability of information in records and continuing digitisation of
public archives of this type; and

AGREE / DISAGREE 
d) bringing forward a sector-based review of disposal authorities with the

involvement of survivors and care leavers;

AGREE / DISAGREE 
16) agree to the accelerated design through 2023 of a new records support service for

survivors, with a view to seeking funding through Budget 2024 for implementation from
July 2024;

17) agree the Crown Response lead work on new records access guidance, a new website
and the records support service;
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18) agree Archives New Zealand and relevant agencies, with the support of the Crown
Response, progress work on the other two initiatives:

19) note the indicative costs associated with the five records initiatives are up to $14.289
million;

20) note the Crown Response is seeking funding for these initiatives through Budget 2023
and decisions around any scaling of this bid are expected to be considered by Budget
ministers as part of that process;

21) agree Crown Response report back in June 2023 on progress with development and
implementation planning of these priority initiatives, including the impact of any Budget
decisions, to the Ministers of the Public Service and Internal Affairs;

22) note that in developing these initiatives further engagement and detailed design will be
needed with a wide range of stakeholders including survivors, care leavers, records
holding agencies including faith-based and NGOs and a range of regulatory, advisory
and advocacy bodies;

23) note more fundamental and longer-term records changes, including the potential need
for legislative change, will be considered as part of the design of the new future redress
system;

Apologies and accompanying tangible actions 

24) agree to the delivery of a public apology in Wellington in August 2023, with the option of
concurrent regional events, followed by, subject to Budget 2023 funding, a series of
tangible actions to support reconciliation between the Crown and survivors;

25) note indicative costs of a public apology and accompanying tangible actions are up to
$14.269 million, including $1.53 million in this financial year to enable an apology in
August 2023;

26) agree to delegate decisions around the detailed design of the apology and
accompanying tangible actions, including options relating to scaling and phasing, to
myself (Minister for the Public Service), the Ministers of Māori Development, Pacific
Peoples, Disabilities, Crown Māori Relations, and Culture and Heritage;

27) note the Crown Response is seeking funding for these initiatives through Budget 2023,
taking account of decisions by joint Ministers around scaling and phasing;

28) agree to authorise myself (Minister for the Public Service) and the Minister of Finance
to have power to act to make necessary funding decisions relating to expenditure for
the public apology in the 2022/23 financial year;

29) note targeted engagement is underway with survivors and other key stakeholders,
including senior Māori tikanga experts, to inform the high-level design of public
apologies and accompanying tangible actions, to be bought to joint ministers for
consideration in early 2023;

Rapid payments 

30) note the Ministry of Social Development has commenced the roll-out of a new rapid
payments approach focused on ill and elderly claimants and those who have been
waiting in the claims queue longest and the Ministry of Education is planning to seek
the approval of the Associate Minister of Education to its new approach before the end
of this year; and
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Budget 2023 

31) note total funding for the implementation of the interim listening service, four of the
records projects and the public apology and memorial activity will be included in a
Crown Response bid as part of Budget 2023 and preliminary estimates of the costs are
up to a total of $54.898 million for the financial years 2022/23, 2023/24, 2024/25 and
outyears.

Hon Chris Hipkins 

Minister for the Public Service 

BUDGET SENSITIVE 
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Recommendation 89: The Crown should: 

(1) urgently review disposal authorities relevant to
care records and consider whether to prohibit the
disposal of care records until at least the completion
of its work on records

(2) review care providers’ record-keeping practices,
consider whether to set a standard governing what
records providers should create and keep, and
consider whether those keeping records for care
providers should receive training

(3) decide whether Aotearoa New Zealand should
have a service similar to Find and Connect.

Addresses the recommendation for the Crown to 
“decide whether Aotearoa should have a service 
similar to Find and Connect” – a service which 
comprises of both a central website on care records 
and a records support service. 

Directly relates to the recommendations 
for the Crown to: 

“urgently review disposal authorities 
relevant to care records and consider 
whether to prohibit the disposal of care 
records until at least the completion of 
its work on records; 

review care providers’ record-keeping 
practices, consider whether to set a 
standard governing what records 
providers should create and keep, and 
consider whether those keeping records 
for care providers should receive 
training” 

Further cataloguing, indexing and 
digitisation of care records will improve 
organisations’ ability to take part in 
disposal authority reviews.  
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Cabinet Social Wellbeing 
Committee

Minute of Decision

This document contains information for the New Zealand Cabinet. It must be treated in confidence and 
handled in accordance with any security classification, or other endorsement. The information can only be 
released, including under the Official Information Act 1982, by persons with the appropriate authority. 

Responding to the Royal Commission into Historical Abuse in Care's 
Redress Findings: Report Back on Immediate Projects to Improve 
Survivor's Experience of Seeking Redress 

Portfolio Public Service 

On 14 December 2022, the Cabinet Social Wellbeing Committee: 

1 noted that in July 2022, the Cabinet Business Committee agreed to progress three projects 

highlighted by the Royal Commission for immediate work and invited the Minister for the 

Public Service to report back on these projects, with an invitation sought for relevant 

proposals to be considered as part of an integrated Budget 2023 redress initiative  

[CBC-22-MIN-0035];  

Interim listening service 

2 agreed in principle, subject to Budget 2023 decisions, to establish an interim listening 

service to commence operation once the Royal Commission concludes through to the 

establishment of a new redress system; 

3 agreed that the primary purpose of the interim listening service is to provide a forum for 

survivors to share their experiences of abuse in care in a trauma-informed and culturally 

responsive setting in order to facilitate healing, as well as using those experiences to 

continue to strengthen the understanding of and actions to prevent abuse in care; 

4 agreed that the interim listening service should be: 

4.1 available to people who were abused in State care, as well as non-State based 

institutions; 

4.2 focussed on people who experienced historical abuse and neglect (prior to 1999), but 

also accessible to people with more recent (post 1999) experiences; 

4.3 focused on direct survivors, with an emphasis on outreach to survivor groups who 

have not accessed previous listening services to the same extent, but also available to 

whānau members; 

5 agreed that the interim listening service build off the model and infrastructure already 

established by the Royal Commission for its survivor accounts process, with some key 

adaptations to ensure the service is survivor-focussed, trauma-informed, culturally 

responsive, and accessible to diverse Deaf and disabled survivors; 

1mz74cplcz 2023-01-12 16:10:27
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6 agreed that the interim listening service be housed within the Department of Internal Affairs 

(DIA);  

7 agreed to the establishment of an independent Board to oversee the operation of the interim 

listening service that has a strong survivor voice, with appointments considered by the 

Cabinet Appointments and Honours Committee; 

8 agreed that the Crown Response and DIA report back in early 2023 to the Minister for the 

Public Service and the Minister of Internal Affairs on the detailed design and 

implementation phase of the listening service; 

9 noted that indicative costs associated with the interim listening service are up to $26.3 

million including personnel (including existing specialist resource from the Royal 

Commission), IT, property, communications, engagement and governance costs, of which 

$2.4 million relates to the 2022/23 financial year; 

10 noted that the Crown Response is seeking funding for the listening service through Budget 

2023 and decisions around any scaling of this bid are expected to be considered by Budget 

ministers as part of the budget process; 

11 authorised the Minister of Finance, Minister for the Public Service, and Minister of Internal 

Affairs to make necessary funding decisions relating to expenditure for the interim listening 

service in the 2022/23 financial year; 

12 noted that the Crown Response will use the survivor-led design process agreed by SWC in 

November 2022 [SWC-22-MIN-0214] from February to June 2023 to advance the design of 

a permanent listening function as part of the new redress system; 

Records 

13 noted that: 

13.1 historic and current processes for accessing records are complex and often create 

additional harm and trauma, rather than aiding healing or restoration; 

13.2 survivors consistently emphasise the need for improvements as their records are vital 

to their identity, whakapapa and cultural understanding and understanding of their 

life history;  

14 noted there are also additional distinct impacts of records access experiences for some 

groups of survivors and care leavers, particularly those who are Māori, Pacific, Deaf, or 

disabled; 

15 agreed in principle, subject to Budget 2023 funding, to the following initiatives for 

implementation in 2023: 

15.1 the design and implementation of principles on providing access to records; 

15.2 a new central website on care records, providing care leavers, survivors, whānau and 

their support people with practical advice on how and where to access their records, 

their rights to access and influence records, and on what to expect from the 

experience 

15.3 extending work on cataloguing, indexing and digitisation of care records to improve 

the findability of information in records and continuing digitisation of public 

archives of this type; and 
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15.4 bringing forward a sector-based review of disposal authorities with the involvement 

of survivors and care leavers; 

16 agreed to the accelerated design through 2023 of a new records support service for 

survivors, with a view to seeking funding through Budget 2024 for implementation from 

July 2024; 

17 agreed that the Crown Response lead work on new records access guidance, a new website 

and the records support service; 

18 agreed that Archives New Zealand and relevant agencies, with the support of the Crown 

Response, progress work on the two initiatives outlined in paragraphs 15.3 and 15.4; 

19 noted that the indicative costs associated with the five records initiatives above are up to 

$14.289 million; 

20 noted that the Crown Response is seeking funding for the above initiatives through Budget 

2023 and decisions around any scaling of this bid are expected to be considered by Budget 

ministers as part of the budget process; 

21 agreed that the Crown Response report back to the Minister for the Public Service and 

Minister of Internal Affairs in June 2023 on progress with development and implementation 

planning of the above priority initiatives, including the impact of any Budget decisions; 

22 noted that in developing the above initiatives, further engagement and detailed design will 

be needed with a wide range of stakeholders including survivors, care leavers, records 

holding agencies including faith-based and NGOs and a range of regulatory, advisory and 

advocacy bodies; 

23 noted that more fundamental and longer-term records changes, including the potential need 

for legislative change, will be considered as part of the design of the new future redress 

system; 

Apologies and accompanying tangible actions 

24 agreed to the delivery of a public apology in Wellington in August 2023, with the option of 

concurrent regional events followed by, subject to Budget 2023 funding, a series of tangible 

actions to support reconciliation between the Crown and survivors;     

25 noted that indicative costs of a public apology and accompanying tangible actions are up to 

$14.269 million, including $1.53 million in the 2022/23 financial year to enable an apology 

in August 2023; 

26 authorised a group of ministers, consisting of the Prime Minister, Minister for Māori Crown 

Relations: Te Arawhiti, Minister for the Public Service, Minister for Arts, Culture and 

Heritage, Attorney-General, Minister for Disability Issues, Minister for Māori Development, 

and Minster for Pacific Peoples to take decisions around the detailed design of the apology 

and accompanying tangible actions, including options relating to scaling and phasing;  

27 noted that the Crown Response is seeking funding for the above initiatives through Budget 

2023, taking account of decisions by joint Ministers around scaling and phasing; 

28 authorised the Prime Minister, Minister of Finance, Minister for the Public Service and 

Attorney-General to make necessary funding decisions relating to expenditure for the public 

apology in the 2022/23 financial year; 
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29 noted that targeted engagement is underway with survivors and other key stakeholders, 

including senior Māori tikanga experts, to inform the high-level design of public apologies 

and accompanying tangible actions, to be bought to the group of ministers for consideration 

in early 2023; 

Rapid payments 

30 noted that the Ministry of Social Development has commenced the roll-out of a new rapid 

payments approach focused on ill and elderly claimants and those who have been waiting in 

the claims queue longest, and the Ministry of Education is planning to seek approval from 

the Associate Minister of Education to its new approach before the end of 2022;  

Budget 2023 

31 noted that total funding for the implementation of the interim listening service, four of the 

records projects and the public apology and memorial activity will be included in a Crown 

Response Budget 2023 bid and preliminary estimates of the costs are up to a total of 

$54.898 million for the financial years 2022/23, 2023/24, 2024/25 and outyears. 

Rachel Clarke 

Committee Secretary 
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Hon Kelvin Davis 

Hon Dr Megan Woods 

Hon Chris Hipkins 

Hon Carmel Sepuloni (Chair) 

Hon Andrew Little 

Hon Peeni Henare 

Hon Jan Tinetti 

Hon Dr Ayesha Verrall 

Hon Aupito William Sio 

Hon Meka Whaitiri 

Office of the Prime Minister 

Office of the Chair 

Officials Committee for SWC 

1mz74cplcz 2023-01-12 16:10:27

PROACTIVELY
 R

ELE
ASED U

NDER THE C
OMMITMENT TO O

PEN G
OVERNMENT



I N  C O N F I D E N C E
CAB-22-MIN-0589

Cabinet

Minute of Decision
This document contains information for the New Zealand Cabinet. It must be treated in confidence and 
handled in accordance with any security classification, or other endorsement. The information can only be 
released, including under the Official Information Act 1982, by persons with the appropriate authority.

Report of the Cabinet Social Wellbeing Committee:  Period Ended 
16 December 2022 

On 19 December 2022, Cabinet made the following decisions on the work of the Cabinet Social 
Wellbeing Committee for the period ended 16 December 2022:

SWC-22-MIN-0252 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
Portfolio: Public Service
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WITHHELD AS NOT PART OF THE CROWN'S RESPONSE TO THE ROYAL 
COMMISSION OF INQUIRY INTO ABUSE IN CARE
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