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The previous government wanted public services to be radically transformed for the 
benefit of all New Zealanders.  

This led to the governments Better Public Services program, specifically Result 10, which 
encourages a collaborative proactive approach for agencies towards digital services for 
New Zealanders when dealing with government agencies.

42 different Life Events identified;

5 of those were prioritised:

• Birth of a Child

• End of Life

• Starting Tertiary

• Victim of Crime

• Turning 65

Life Events overview
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Agencies have little integration and 
wait for the customer to initiate 
most interactions

Customer experience and data is spread 
across different agencies

Customers told us they wanted agencies to 
work together to better support their needs

New parents are time poor and 
always tired!

Life is about events, not agencies
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How we design our products:
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Best Start

Everyone can get $60 a week in their child's first year — if 
the child was due or born on or after 1 July 2018. 

New parents can apply for these Best Start payments when 
registering the birth of their baby through the SmartStart 
website.

For baby’s born on or after 1 July 2018



Total visits @ 1st September 2019

• 694,000 +

• Growing by close to 1,000 a day

• 60,000 births annually in NZ

• 98% of parents register online through SS

• Over 18% of parents notified MSD of their 
baby’s birth

Consented sharing

• 98% of parents consented to receive an IRD 
number 
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• We are also working on expanding the current notification 
services to include enrolling in Early Childhood Education and 
school. 

• We are also looking at notifications for immunisation and 
WellChild checks (including before school checks).

• WellChild Tamariki Ora providers will be available in ‘services 
near me’ to help parents transitioning from a Lead Maternity 
carer and enrolling with a provider.
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Things can be eased for loved ones when they 
understand what’s happening following a death, and 

what someone’s wishes are.





What the product includes:

Information:
• Coping with terminal illness
• Wills and legal requirements
• Managing finances 
• Preparing the body
• Planning a service 
• Specific support e.g. loss to suicide or losing a child

Creating and sharing a plan

Having an account with RealMe

Services near me



Discovery Insights:

People's worry about finances is not 
limited to the early stages following a 
death; it can exist as a burden long 
after the death. Not just emotional 
burden, but also physical burden (e.g. 
debt)

Theme: Finances

Most people wouldn't initially think to 
create a plan online - especially those 
who need support from others to 
access digital services

Theme: Assistance 

Theme: Emotional support

People may not have come to terms 
with a death before coming to the 
website, which can be emotionally 
triggering - especially if they are using 
it alone. They want very simple 
information to avoid feeling 
overwhelmed

People would find it motivating to plan 
with someone else. Having support is 
just as important for people who are 
creating a plan for their own end of 
life, as it is for those experiencing a 
death

Theme: Motivations



Discovery Insights:
Theme: Cultural awareness

People felt that there was a lack of 
cultural representation - especially 
Māori. Language diversity and visual 
diversity is needed

Theme: Spirituality

'Spiritual health and safety' (e.g. 
performing karakia) is hugely 
important for Māori when talking 
about death - "there is an intense 
fear that you're going to do 
something wrong"

Theme: Cultural responsibility

There is a lack of guidance around 
cultural protocol for people less 
familiar with cultural bereavement 
processes - those that are immersed in 
their culture are already aware and 
don't need to be told

Understanding rights - both law and 
lore (the cultural knowledge or 
traditions passed between 
generations) - is critical for people to 
process a death and to avoid 
potential family conflicts

Theme: My rights





Meaning of Whetūrangitia

In traditional whaikōrero Māori refer to the passing of a 
person as a ‘star’ that returns to the sky to join the 
multitude of ancestors. Whetūrangitia means “stars that 
adorn the sky”. The whakataukī, “Kua whetūrangitia koe”, 
in this context means, “Return, take your place amongst 
the stars along with your ancestors that adorn the sky”.





The forms before…



The forms after



How to get started

• RealMe login

• Nursing Council Registration Number, or HPI-CPN.



Uptake to date

• 2,239 practitioners online (many high certifiers)

• Over 10,000 documents completed online

• 433 funeral directors online (over 85% of funeral homes in NZ)

• Hospitals online (Middlemore, Rotorua, Christchurch)





Support to transition

• Getting started online help document

• RealMe helpline 0800 (available 24/7)

• Ministry of Health 0800 (available during business hours)

• Group demonstrations



We have an opportunity to continue to make 
a difference for many young New Zealanders 
and their families through our products

Our Plan – the Governments priorities for New Zealand

o Improving the wellbeing of New Zealanders and their families

o Make New Zealand the best place in the world to be a child

Alignment to Governments Strategies
o Child Wellbeing Strategy - Children experience best development in 

their “first 1000 days”, safe and positive pregnancy, birth and 
responsive parenting (conception to around start of schooling) and;

o Child Poverty Reduction bill, Healthy Homes standards and Living 
standards.



Questions?


