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“Inland Revenue provides
service to all New Zealanders
- we collect the bulk of the
revenue Government needs
to fund its programmes and
with such an important role,
we need to constantly strive
for excellence, and to be
truly effective and efficient

in all that we do.

“As the environment
changes, we need new ways of thinking about our business,

a new focus. We need to:

+ manage relationships, not just undertake transactions
«  streamline complex processes
+ tailor our interactions for different taxpayer groups

- and for other clients

enhance our use of technology - for those who wish to

do more transactions on-line

“I am confident that these are the right areas for Inland
Revenue to focus on,and our new business plan will keep
us on track to maintain this focus.When you read these
highlights, | trust you will feel as positive as | do about the

direction it lays out.

“The changes | see us making over the next five years are
not structural ones.They are about making it easier for
taxpayers to meet their obligations. We will continue to
provide the opportunity for staff to learn new skills, and to

enhance the tools they use in their daily work.

“Realising our aspirations for the future depends upon
Inland Revenue’s capable, dedicated staff striving to
achieve their best. | look forward to working with staff and
key stakeholders to meet the challenges ahead.| expect us

to make real progress during the next few years.”

David Butler

Commissioner of Inland Revenue

Taxpayers and other customers meet

obligations of their own accord - and Inland
Revenue makes this easy

Increasingly, the community regards paying tax
as contributing to society

Inland Revenue is visible in the community,
getting alongside taxpayers
The community regards Inland Revenue as

professional, approachable, effective and
efficient

Our strategic direction has four strands:

1
2
3
4

Streamline and simplify tax
processes

Create an environment which
promotes compliance

Enhance our people
capability

Enhance the administration
of non-tax business




Inland Revenue’s mission

“To provide quality tax and social policy services to the Government for all New Zealanders.

We aim to maximise compliance with New Zealand’s tax and social policy legislation through

education, quality service and appropriate enforcement.”

Taxpayer charter

We will be prompt, courteous and professional
- we acknowledge individual, cultural and
special needs and look for solutions to them

We will provide reliable and correct advice
and information about entitlements and
obligations

We respect taxpayer privacy and treat all
information about taxpayers as private and
confidential

We will apply the law consistently so everyone
gets their entitlements and pays the right
amount — we will take particular circumstances
into account as far as the law allows

Taxpayers have the right to question
information, advice and services we provide

We work in ways consistent with the spirit of
the Treaty of Waitangi

Guiding principles

Inland Revenue administers tax, social
policy and loan regimes on behalf of all New
Zealanders, for the good of all New Zealanders

Inland Revenue administers tax and social
policy regimes within the laws made by
Parliament

Inland Revenue will work with New Zealanders
to make it simpler and easier to meet
obligations of their own accord - aimed

at reducing costs both for the community
(compliance costs) and Inland Revenue
(administration costs)

New Zealanders are a diverse group, with
varying tax service needs that require a range
of responses




Streamline and simplify tax To ensure we are making it easy for taxpayers to
meet (and hard to avoid) their obligations we will

processes revisit our current tax assessment, and other key
business processes.We will also continue to have
appropriate interventions for the small number of
taxpayers who choose not to comply.

The New Zealand tax system is based on a regime
of voluntary compliance. If we expect taxpayers to
pay the right amount of tax on their own accord,

we must make it as easy as possible for them - this This theme of simplification is not new — we have
involves making sure that our business processes and already simplified tax for salary and wage earners,
procedures are designed for complying taxpayers. and will look to extend that to others, specifically

Using a current example, we know that much of the small businesses and tax agents.

information we collect on returns is collected for
verification purposes, rather than determining the
amount of tax owed - yet the majority of taxpayers do,
in fact, pay the right amount of tax.

Create an environment WhiCh framework for thinking about how Inland Revenue
. can most appropriately interact with taxpayers.
promotes compllance

A number of factors — business, industry, sociological,

If we are to encourage taxpayers to pay the right economic and psychological — interact and influence
amount of tax on their own accord, Inland Revenue whether a person chooses to pay the right amount
has a responsibility to: of tax. By understanding these factors, and the range

of taxpayer attitudes towards compliance (see the
left side of the triangle below), Inland Revenue can
select the most appropriate response (see the right
side of the triangle). In the future, Inland Revenue
-+ ensure taxpayers are aware of what to do if they will, as much as possible, tailor our approach for
have difficulty meeting their obligations different taxpayers — rather than apply a‘one size
fits all’approach to revenue collection.This model
reminds us that we have the ability to influence
taxpayers’ compliance behaviour, through the way
we respond.

+ inform taxpayers of their rights and obligations

+  provide help to enable taxpayers to calculate their
tax, and meet their obligations

*  have procedures in place for those who choose
not to comply — and ensure taxpayers are aware
of these

«  provide frank and appropriate advice to
Government on the most effective tax policy for
the benefit of the whole society

At the same time, we will build a public profile

in the community, for example, we will establish
relationships with associations, clubs and other
organisations, to help them understand the tax
regime, and encourage them to support our work.

We must tailor our work to suit taxpayers’ varied
circumstances.The model below provides a

Taxpayer compliance model
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+ collects approximately 80% of government’s revenue ($27.7 billion in tax revenue in the year ended 30 Jul
eligible « administers the collection of the Student Loan Scheme - collects residual claims and earner acco
policy responsibilities make up 25% of Inland Revenue’s business) < deals with over 5.1 million taxpaying
payments, 7.2 million returns, and 4.7 million taxpayer contacts in 1999/00) + works with over 4,000 tax age



Enhance our people
capability

The people who work for Inland Revenue will make
the difference in achieving the desired outcomes
outlined in this business plan.It is only through

our people, their skills and knowledge that Inland
Revenue can carry out the initiatives in the other
three areas of focus.

In the future we want an organisation where our
people are seen as technically skilled (in tax and

non-tax technical areas), objective and professional.

They will have excellent relationship management
skills and the ability to recognise taxpayers and
social policy recipients’ different needs - designing
and delivering appropriate services. Equally, our
people will take pride in their contribution to the
community and recognise Inland Revenue as a
good public service employer.

To achieve this, Inland Revenue is committed to
achieving the following people capability outcomes
- having:

« astrong community focus

+  highly technically skilled staff with strong
business knowledge

+ adaptable approach to service delivery for
social policy work

«  strong leadership ability

+ anenvironment that supports change
+ alearning culture

+  strong relationships with our people

+  well developed and maintained human
resources infrastructure

+  improved management capability

These outcomes will be incorporated into Inland
Revenue’s Human Resource (HR) Strategy, with
initiatives and projects in our annual HR Plan aimed

at achieving these outcomes.

Enhance the administration
of non-tax business

Family Assistance, Child Support and
Student Loans

Family Assistance, Child Support and the Student
Loan Scheme are different from tax and they are
run in a way that doesn’t always sit easily with tax
processes.These customers also have their own
characteristics and needs.

The challenge for Inland Revenue is to:

»  consider how to enhance the administration
of its non-tax business, by making a clearer
distinction between tax and non-tax work

+ design ways to improve the administration
of Family Assistance, Child Support and the
Student Loan Scheme

For Family Assistance, we will:

+ tailor information to different groups, and
encourage eligible customers to apply

«  work with those receiving Family Assistance to
help them avoid getting into debt

+  work with other government departments to
simplify customer paperwork and records

In Child Support, we will:

+ educate and encourage parents whose children
don't live with them to pay Child Support
voluntarily

+  raise awareness of Child Support to encourage
parents to take responsibility for their children

+  putinternational agreements in place so we can
collect payments from parents living overseas

For Student Loans, we will:

* look at how we administer the Student Loan
Scheme - this is a fast-growing part of our
business

«  work with educational institutions and
government agencies to help borrowers
understand what a loan will mean for them in
the future — our role is not only to collect yearly
repayments, but to ensure the loan is repaid

e 2000) « administers 22 tax types ¢ collects and disburses Child Support ¢ pays Family Assistance to those
int levies and earner premiums on behalf of the Accident Compensation Corporation (together, these social
entities (number of taxpaying entities registered with Inland Revenue) « manages high-volumes (7.3 million
its, who represent about 1.5 million taxpayers * operates from 22 sites nationwide « employs over 4,500 staff



The outcomes we seek:

The table below shows how the strategic areas and the initiatives within them contribute to the outcomes
Inland Revenue seeks.

»  Make revenue collection
more effective and efficient
+ Minimise compliance costs

Improve voluntary
compliance

Community confidence in
the tax administration
Minimise compliance costs
Make revenue collection
more effective and efficient
Long-term sustainability of
the tax system

The people capability
outcomes developed

to support the business
outcomes above, are
presented in the Enhance our
People Capability section
(refer inside)

All those eligible for Family
Assistance receive their
correct entitlement
Efficient, effective collection
and redistribution of Child
Support payments
Efficient, effective
management of Student
Loan debt, repayments and
loan balance

Community confidence in
our administration of non-tax
business

More information and the opportunity to give feedback about The Way Forward, 2001 onwards can be found on
www.ird.govt.nz
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