


accessing digital services - such as access to hardware and software; simple awareness that 

digital services exist; and the privacy of personal information. To solve those issues, the 

government needs to increase coordination between agencies, focus more on customer needs and 

customer-centred service design, and manage funding constraints. 

The one-stop-shop ticked all the boxes. The New Zealand Government Office opened In Durham 

Street, Sydenham, in February. Customers are greeted by staff and directed to the right aspect of 

a growing range of government services. Customer responses have included: 

• "Having all the departments under 1 roof is great"

• "Treated with respect, not rushed despite loads of needs"

• "I'm leaving feeling more informed and able to manage the situation"

• "Was seen promptly and was dealt with in a helpful manner, wasn't treated like a number"

• "Reception - smiling, relaxed, confident, interested. Case worker also competent and helpful"

At the Centre, customers get answers quickly to simple questions, book and attend appointments, 

apply for benefits and assistance, or check tax details. They also complete transactions online via 

self-service workstations, supported by front of house staff. Those who're unfamiliar with online 

services get a chance to learn in a safe, supported environment, and become comfortable about 

going online in their own time & place. 
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"Customers expect service delivery from the government that is increasingly digital, responsive 

and personalised," he says. 

Agencies using login include ACC, Auckland Council, Datacom, Department of Internal Affairs, 

Electoral Commission, FMA, Hamilton City Council, Ministry of Justice, Customs, Ministry for 

Business, Innovation and Employment, Ministry for Primary Industries, Ministry of Social 

Development, NZ Fire Service, NZ Police, NZ Post, NZTA, Rotorua District Council, Treasury, and 

Wellington City Council. 

The RealMe services were developed in partnership by the Department of Internal Affairs and New 

Zealand Post. More information is available at www.realme.govt.nz(http://www.realme.govt.nz) 
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