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Understanding people's experiences of the NZ Relay Service to support a contract tender process
Te whai māramatanga ki ngā wheako o te NZ Relay Service ki te tautoko i tētahi hātepe tono kirimana 

[bookmark: _heading=h.wbmw2pzxff3]Consultation Document 
He Puka Whiriwhiri
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[bookmark: _heading=h.us1q87sk3mt]What is the NZ Relay Service, and what do we want to speak with the community about?
He aha te NZ Relay Service, he aha hoki ngā kaupapa hei kōrerorero ki te taha o ngā hapori? 
[bookmark: _heading=h.yhhmv5szktxu]What is the NZ Relay Service?
He aha te NZ Relay Service? 

The Ministry of Business, Innovation and Employment (MBIE) funds the delivery of the ‘telecommunications relay service’ - The NZ Relay Service. The service helps New Zealanders who are Deaf, Deafblind, hard-of-hearing, experiencing hearing loss, or have speech impediments use the phone and communicate. This service is funded through the government’s Telecommunications Development Levy, which is paid by eligible telecommunications providers.
[bookmark: _heading=h.en9du82t50u6]What do we want to speak with the community about?
He aha ngā kaupapa hei kōrerorero ki te taha o ngā hapori? 

MBIE is responsible for making sure the services it funds are delivered well. This includes getting ideas and feedback from people in the community who use the service. MBIE are issuing a contract tender for the operation of the NZ Relay Service in mid-2026, which looks at service delivery in 2027 and beyond. This process wants to make sure the service remains relevant and meets users' needs. As part of this process, MBIE want to speak with people:

· To understand how the Relay Service is meeting the needs of its users.
· To get input from the community on potential improvements and changes to service delivery in response to technology changes and misuse. 

This document shares the information we are thinking about and the questions we would like your feedback on. If you would like to understand more about the NZ Relay Service, this link takes you to more information.



[bookmark: _heading=h.38u77gzc2j7l]How to give your feedback and input
Me pēhea te whakahoki kōrero me te whakauru mai 

We are working to make sure this process is accessible, and want everyone to be able to give their feedback. You can give feedback in one or more of the following ways:
· Give your response to the questions in this document and email or post it to us.
· Respond to the online survey. 
· Attend an online workshop to share your views in a group setting. 
· Email us for a one-on-one conversation.

You can email: RelayConsultation@mbie.govt.nz or text 021 084 15035 for more information about how to take part. 

You can also send your submission by post:
NZ Relay Project Team
ICT Policy & Programmes
Ministry of Business, Innovation & Employment
PO Box 1473
Wellington 6140
New Zealand

[bookmark: _heading=h.o5zvcvscs4xt]Accessibility 
Te tomopai 

You can answer the survey, or give us your response to questions in New Zealand Sign Language (NZSL). All workshops will be captioned, have a NZSL interpreter, and Deafblind interpreters will be arranged on request. If you email us to have a one-on-one conversation, we will organise your accessibility requirements with you. 

If you have other accessibility requirements, please email or text us: RelayConsultation@mbie.govt.nz or text 021 084 15035
[bookmark: _heading=h.oirlckwk308k]How long do you have to give feedback, and what happens with what you tell us? 
E hia te roa o te wā whiriwhiri, ka ahatia hoki āu whakahoki kōrero?  

You will be able to give feedback from June 2 2026, until July 6 2026

The feedback you give will help MBIE in its contract tender process, so that the Relay Service can be at its best.  In the pages below, you will find more information about the topics for feedback and the questions being asked.



[bookmark: _heading=h.lismlirigb94]Topic 1: Current Services and their Usage
Kaupapa 1: Ngā Ratonga o Tēnei Wā me te Whakamahinga 

[bookmark: _heading=h.5ggszjji8a2o]This section explains what the NZ Relay Service currently does. This helps us ask questions to understand how the service is meeting the needs of its users.
[bookmark: _heading=h.to5p4xszf5o7]Current services offered
Ngā ratonga o tēnei wā 

The NZ Relay Service offers a range of options to support communication between people. Mostly these are through the NZ Relay app or website, and the TTY (Teletypewriter) service is still offered, too. A TTY is a communication device that lets people who are Deaf, hard-of-hearing, experiencing hearing loss, or speech impediments type their conversations and have these relayed over phone lines.

The types of services you can get from NZ Relay include:

· Text Relay: 
· Deaf or hard-of-hearing people type their message. A Relay Assistant (RA) reads it aloud to the person you are calling and types their spoken reply back to you.
· Captioned Relay
· The user speaks directly to the other person. A trained operator transcribes their spoken words into text so you can read what they are saying on your screen in real time.
· Speech to Speech
· Those with speech impediments talk to the other person using their own voice or a synthesiser. An RA listens and repeats your words if needed to ensure you are understood.
· TTY Voice Carry Over
· A Deaf or hard-of-hearing person, who prefers to vocalise and speak directly to the other person, but reads their responses as text typed by an RA.
· TTY Hearing Carry Over
· Designed for people with speech impediments. They can listen directly to the other party and then type their responses, which an RA then reads aloud to them.
· TTY to Voice
· The user types on a TTY. An RA reads your text to the other party and types their spoken words back to you.
· Video Interpreter Service
· Uses NZ Sign Language (NZSL), the user and an interpreter sign to each other via video. The interpreter then speaks to the hearing person via phone or video to bridge the conversation. This service can be used: Monday to Friday: 8 am – 8 pm, Saturday: 10 am – 5 pm, Sunday: 12 pm – 5 pm.
· Phone User
· Allows any person to initiate a call to someone who is Deaf, hard-of-hearing, or experiencing a speech impediment, by using any of the relay services mentioned above.

All of these services are available 24 hours a day, 7 days a week, except for the Video Interpreter Service.
[bookmark: _heading=h.hgsk3vbpgqcq]Services used
Te whakamahinga  

Since 2023, yearly usage of Relay Services, which is measured in the number of calling minutes, has peaked and remained steady. There has been a shift away from TTY services. Mobile and app-based usage is more common.

The data shows that while parts of the community still rely on TTY services, the usage of these legacy services has declined. TTY is only used for a small amount of time when compared to the Video Interpreting Service and the NZ Relay app.  
Data from 2022 - 2026 shows that:
· Video Interpreting (VIS) is the most used service
· The NZ Relay app (Captioned and Text Relay), combined with web Text Relay are the next most used services. 
· Speech-to-Speech (STS) usage, while small, remains vital for users with speech impediments.
· TTY Traditional Teletypewriter usage is also small and is for specific telephony hardware.  

[bookmark: _heading=h.yka0adc6lxzl]Questions we would like to ask
Ngā pātai e hiahia nei mātou ki te tuku  

MBIE is responsible for ensuring the Relay Service is fit-for-purpose. Due to advancements in technology and changes in the services users want, we’d like to know if all elements of the NZ Relay Service continue to provide value for users.

Consultation Questions 
Ngā Pātai Whiriwhiri 

The services you use
· What relay services are you using right now?
· Why did you pick these services instead of others?
· Do you change the type of NZ Relay service you use based on the conversation? If yes, what services do you use when?
· Have you stopped using any relay services? If so, why did you stop?

Future services
· Are there any parts of the current relay services that you think are unnecessary or could be phased out?
· If some services that are lesser-used were stopped, how would you like to see us support those impacted?
· How can we better let people know about the relay service so that more people who need it know about it and can use it?
· Are there any changes or updates to the NZ Relay Service offering that you would like to see?




[bookmark: _heading=h.gzv400mwnrk2]Topic 2: Misuse
Kaupapa 2: Te Raukoti 

[bookmark: _heading=h.ot5elauf3f85]This section explains that the NZ Relay Service has had instances of being misused. This helps us ask questions to understand how we can deliver an inclusive service, while making sure everyone is safe, and misuse is limited.
[bookmark: _heading=h.7pwfmemvagcq]The impact of misuse 
Te pānga o te raukoti 

A part of MBIE’s responsibility is making sure that the Relay Service delivers on its purpose — to support Deaf, hard-of-hearing, and Deafblind community members, as well as those experiencing hearing loss and speech impediments, to communicate equitably with others. 

While misuse is declining, there have been some instances where the service has been misused, mostly by people outside of the community. We must limit misuse as much as possible, so the Relay Service can support those it is intended for, and the safety of interpreters and assistants can be maintained.
[bookmark: _heading=h.9mhzeyit79v1]Types of misuse
Ngā momo raukoti 

From December 2023 to November 2025, the most common misuse of the service came from use by non-community members. This was 70% of misuse cases by November 2025. Prank Calling was also a form of misuse; it saw a massive spike of 75% in February 2024, but this spike has dropped. 

While data shows misuse decreasing, use of the Relay Service by non-community members, who do not need the service, has risen by 20%, and while ‘prank-calls’ have declined overall, the data shows large spikes in them at certain times of the year. The instances of misuse, while decreasing, have been concerning as people have abused or harassed Relay Assistances (RAs) or made threats against people and property. 

The NZ Relay Service has been set up to be as easy-to-access as possible; registering for the NZ Relay App requires only minimal information, while the other services require no registration, and because of this, the people responsible for these acts of misuse cannot be identified. This makes it harder to keep RAs safe or respond in an emergency. It also means that there is no way to make sure that the RA or interpreter resource is allocated to those who need it and not wasted on misuse.
[bookmark: _heading=h.pt05albzvh3k]Responses to misuse
Te whakautu ki ngā raukoti 

The NZ Relay service must be inclusive and easy to access, but it is also important that there is the ability to prevent abuse and harassment. We are thinking about ways to prevent misuse, without making it harder to use the relay service. 

One way to do this would be to require a user to register or login to NZ Relay. This would mean that only members of the Deaf, hard-of-hearing, hearing loss and Deafblind community, as well as those experiencing speech impediments, could use the relay services. The registration process would likely require a form of ID verification.

This would make the service safer, but may also increase barriers to accessing the service. This could make it harder for people to access communication support, which is the opposite of the reason the NZ Relay Service exists. We need to keep RAs and interpreters safe, make sure the service is used by those who need it, and make the service as easy as possible to use.

[bookmark: _heading=h.9zf3v5k5l251]Questions we would like to ask
Ngā pātai e hiahia nei mātou ki te tuku 

MBIE is responsible for ensuring the Relay Service is both safe and easy to use. MBIE would like to know how users might be impacted if identification is asked for, and what type of registration is preferred. 

Consultation Questions 
Ngā Pātai Whiriwhiri 

Impact of ‘registration’
· What are the potential advantages and disadvantages of introducing a consistent registration process for users of the NZ Relay Service?
· If registration were required for all services, what new barriers or difficulties do you anticipate service users would face?
· Do you believe that a consistent registration process could make your experience of the NZ Relay Service better, or worse? If so, in what ways?

Support needed
· Should a consistent registration process be implemented, what support measures do you suggest we put in place to assist users?

Other ideas
· If you believe registration is unnecessary or should be avoided, what alternative strategies or ideas do you propose for preventing misuse of the service?


[bookmark: _heading=h.bu3qyqejblpm]Background information about the NZ Relay Service
He kōrero taketake mō te NZ Relay Service 

The NZ Relay Service began in 2004. It helps New Zealanders who are Deaf, hard-of-hearing, experiencing hearing loss, Deafblind, or who experience speech impediments to use telecommunications services to communicate. This service, which is free of charge, addresses the inequalities in telephone service access that traditional telecommunications create for these communities.

The Government's goals for providing this service are to promote equitable communication, increase participation in the workforce and community through communication, and help overcome telephone access disparities.

As communication technology has rapidly advanced (including smartphones, tablets, and laptops), so too has NZ Relay. Modern technologies now feature applications with robust video chat, enabling New Zealand Sign Language (NZSL) users to communicate directly with friends and family. Similarly, companies now offer diverse ways for customer interaction, such as via social media and AI-powered online chat.

In line with this evolution, the NZ Relay app was introduced in 2021. Services are now provided directly to users via the app on their personal devices at home, moving away from a model reliant on a managed pool of specialised equipment. The relay service has also been enhanced with Captioned Relay via the app, offering a streamlined communication tool directly to the user's personal device.

In line with MBIE’s responsibility for funding the service, they are issuing a contract tender for the operation of the relay service in mid-2026, which looks at service delivery in 2027 and beyond. The objective of this process is to make sure the service remains relevant, aligns with its purpose, and meets users' needs.



[bookmark: _heading=h.ndnlp3wwrvye]Publications of submissions and information requests 
Te whakaputa i ngā tāpae me ngā tono pārongo 

When you send in your submission, it might be put on the MBIE website (www.mbie.govt.nz). If you do not want your submission published on the MBIE website, you have to tell us clearly. 

We have to follow the Official Information Act 1982 (OIA) for all the information you give us. If you don't want us to share some of your information, please tell us exactly what part(s) you want to keep private and why.

We may make a summary of submissions. If you don't want your name or other things that identify you to be included when MBIE writes a summary of the comments, or when we reply to OIA requests, please say this clearly in your submission. MBIE will think about your request not to release the information when dealing with OIA requests. However, sometimes we might still have to release the information under the OIA, even if you asked us not to.

The Privacy Act 1993 controls how government agencies like MBIE collect, use, and share information about people. This law also lets people see and correct the personal information agencies have about them. MBIE will only use any personal information you give us in connection with the topics in these documents. Contact us if you want a copy of your personal information or if you want to correct it.

[bookmark: _heading=h.qmdt21a1gko]Consultation Questions 
Ngā Pātai Whiriwhiri 

Topic One 
· What relay services are you using right now?
· Why did you pick these services instead of others?
· Do you change the type of NZ Relay service you use based on the conversation? If yes, what services do you use when?
· Have you stopped using any relay services? If so, why did you stop?
· Are there any parts of the current relay services that you think are unnecessary or could be phased out?
· If some services that are lesser-used were stopped, how would you like to see us support those impacted?
· How can we better let people know about the relay service so that more people who need it know about it and can use it?
Topic Two
· What are the potential advantages and disadvantages of introducing a consistent registration process for users of the NZ Relay Service?
· If registration were required for all services, what new barriers or difficulties do you anticipate service users would face?
· Do you believe that a consistent registration process could make your experience of the NZ Relay Service better, or worse? If so, in what ways?
· Should a consistent registration process be implemented, what support measures do you suggest we put in place to assist users?
· If you believe registration is unnecessary or should be avoided, what alternative strategies or ideas do you propose for preventing misuse of the service?
[bookmark: _heading=h.qu3jovku6rea]Send submissions by post to
NZ Relay Project Team
ICT Policy & Programmes
Ministry of Business, Innovation & Employment
PO Box 1473
Wellington 6140
New Zealand
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