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[IN CONFIDENCE RELEASE EXTERNAL] 

 

 

18 December 2025 

 

 

 

 

Dear  

  

Thank you for your request made under the Official Information Act 1982 (OIA), received on 24 

November 2023. You requested the following (itemised for convenience):  

Kia ora, I would like to gain some information about how IRD assesses and reviews 

unreasonable customer behaviour. Could you please supply the following information: 

1. Any assessment criteria for claims or claimants to be escalated to a specialised unit 

for management due to unreasonable behaviour 

2. The assessment process/criteria to determine if the customer is suitable to be 

managed in these units 

3. The process following by internal staff to escalate for assessment 

4. What the review criteria and cadence is for any customers managed within these 

units - e.g. Are they reviewed every six months or periodically dependant on the 

case? 

5. Any process or framework documents in relation to escalating concerning behaviour 

for review, as well as any processes in regard to managing these types of 

customers. 

6. Any information regarding managing unreasonable behaviour that is not escalated 

to a specialist unit (for example, contact centre staff processes) 

I do not require the names of any staff members at all. 

Your request refers to “claims or claimants” and escalation processes. Inland Revenue does not 

manage “claims” in the way some other agencies do. To ensure we provide useful information, 

we have interpreted your request to be on how Inland Revenue manages unreasonable customer 

behaviour across our customer interaction processes. 

Items 1, 3, 5 and 6 

Inland Revenue’s specialised Complaints Management unit can be involved when a customer 

displays poor or unreasonable behaviour that cannot be resolved through standard processes. 

However, there is no formal documented set of criteria for managing these types of customers 

or for escalation to a specialised unit for assessment. Each escalation decision is made on a case-

by-case basis, considering all relevant information and prioritising staff safety and service 

continuity.  

Inland Revenue’s general complaint handling principles are publicly available through the IR1169 

Complaints Guide. 








