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260IA1627
Inland Revenue
Te Tari Taake

19 December 2025

Dear I

Thank you for your request made under the Official Information Act 1982 (OIA), received on 12
November 2025. Due to the extensive collation of information relating to your request, my
response was extended to 19 December 2025. You requested the following:

1) AI and digital automation spend
A list of all projects, pilots or procurements undertaken by your agency use between 1
January 2023 and 31 October 2025 involving:

o Artificial intelligence (AI) or machine learning

o Natural-language processing, transcription or summarisation tools
o Automation, robotic process automation (RPA) or digital assistants
o Predictive analytics or decision-support algorithms

° Agentic Al
For each, please provide:

o Project name and description
o Vendor or delivery partner (if any)
o Total cost to date and funding source
o Total budget
o Current status (active, completed, paused, cancelled)
o Whether it was developed in-house or procured externally.
2) Broader technology-productivity initiatives
o Any reports or analyses since 1, January 2023 quantifying how technology

investment (AI, automation, digital infrastructure) has contributed to productivity or
efficiency improvements within your agency.
o Any comparative or benchmarking data used to measure those gains.

Introduction

From 2017 through to 2021, Inland Revenue’s (IR) business transformation involved changes to
every aspect of the way we operate, including policy settings, processes, our operating model
and people capabilities, and technology.

IR invested heavily in technology during business transformation, which has greatly improved
the services available to customers. Transformation required IR to understand the asset profile
it would need to be able to meet customers’ needs both now and into the future. As a result, IR
is in a strong position, and the focus is on ensuring the department makes the most of the
capabilities it now has.
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Item One

The table attached as Appendix A details the information you have requested on IR’s Al and
digital automation spend. All figures provided are GST exclusive. Some information has been
withheld under the following sections of the OIA, as applicable:

e 9(2)(b)(ii) - to protect information where the making available of the information would
be likely unreasonably to prejudice the commercial position of the person who supplied
of who is the subject of the information,

e 18(d) - the information requested is publicly available, and

e 18(g) - the information requested is not held by IR nor do I have grounds for believing
that the information is held by another department.

As required by section 9(1) of the OIA, I have considered whether the grounds for withholding
the information requested is outweighed by the public interest. In this instance, I do not consider
that to be the case.

The information refused under section 18(d) can be found on the budget website
(www.budget.govt.nz) via the following link: Vote Revenue - Vol 4 Finance and Government
Administration Sector - The Estimates of Appropriations 2025/26 - Budget 2025.

There are several exceptions to the table which I will explain first, along with some specific
information regarding funding and development.

Funding source and total budget

The funding source for all IR’s use of AI and automation is the existing Vote Revenue
departmental baseline. With regards to the total budget, IR does not have a specific amount of
funding allocated to AI and automation. Funding for Al or automation initiatives are considered
on a case-by-case basis, and we reprioritise our existing budgets as we make decisions to
implement particular tools.

Cost - IR’s tax and social policy administration software

IR’s tax and social policy administration software, START, is supplied by FAST Enterprises LLC.
This software has machine learning, predictive modelling, decision-support algorithms and
automation capabilities built in. I have detailed these individually in the table below.

As IR pays for one enterprise-wide licence for START, and does not pay specifically for individual
Al or automation features, I am unable to provide the total cost to date for these tools. This cost
is included in the overall price paid for the software. Therefore, this part of your request is
refused under section 18(g) of the OIA.

Cost of projects completed under IR’s Optimisation Hub and general automation enhancements
through FAST Enterprises LLC, are also withheld under section 9(2)(b)(ii) of the OIA. Disclosing
this could prejudice FAST Enterprise LLC's commercial position and our ability to negotiate
effectively in the future.
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Cost - IR’s Data Intelligence Platform

IR’s Data Intelligence Platform (DIP) is a SAS Managed Hosted Service, using Snowflake. This is
a cloud-based data platform, where commonly used data is refined and presented for rapid and
easy consumption as tables, reports, analyses and dashboards. This platform encompasses
traditional Al features. Snowflake’s consumption-based billing does itemise costs, but this does
not go down to the detail of traditional Al use. Charges are broadly categorised as compute
credits by warehouse size and usage period, storage in terabytes per month, data transfer
volumes and any additional services. Therefore, your request for the total cost to date for the
traditional Al tools used within the DIP is refused under section 18(g) of the OIA.

Cortex Al is Snowflake’s native Al and machine learning platform embedded directly into the
Snowflake Data Cloud. As part of that, IR are using Cortex Analyst. Use of this tool follows the
same billing structure as discussed above, and charges are broadly categorised. As IR are unable
to identify if compute credits charged relate to use of Cortex Analyst, your request for the total
cost to date of this tool is refused under section 18(g) of the OIA.

Cost - Licences

IR’s total spend for any licences is withheld under section 9(2)(b)(ii) of the OIA. While we aim
to be transparent, releasing this figure would allow the per-licence cost to be calculated, which
is commercially sensitive information. Disclosing this could prejudice the supplier's commercial
position and our ability to negotiate effectively in the future.

Delivery partner - Engage?

In several of the Microsoft tools shown in the table in Item One, I have noted the delivery
partner, Engage2. The total amount IR has paid to Engage? is $143,121.55. As IR worked with
Engage2 on multiple Microsoft products concurrently, I have been unable to split this up in the
table.

Development in-house or external procurement

All AI tools in use at IR are procured externally. In some instances, IR staff have developed the
models or agents, however, these use an infrastructure/platform procured externally. For
example, models built in START or DIP, or agents in Microsoft Copilot Studio.

Item Two

Information publicly available

IR’s annual reports contain a wealth of information on our performance and strategy. You can
find information about IR’s opportunities and challenges with AI on page 24 of the 2025 Annual
Review, which can be found via the following link: Inland Revenue Annual Report Te Tari Taake
Plrongo a-Tau 2024-25.

Information being released

I have enclosed as Appendix B the following reports and analyses which are in scope of your
request. I note that not all technology investment has had a report or analysis written on it,
particularly those of a smaller scale.
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Item Date

Document

Decision

1. 26 February @ IR2025/068 Update on Inland Released with some information
2025 Revenue’s use of Artificial withheld under sections 6(c) and
Intelligence 9(2)(a).
2. 27 August IR2025/365 Update on Inland Released with some information
2025 Revenue’s use of Artificial withheld under section 9(2)(a).

Intelligence

Microsoft Product Reports

Item Date Document Decision
3. November Benefits of Copilot for IR Released.
2024
4, December Microsoft 365 Copilot Trial Released.
2024 Midway Report: Information
Governance Team
5. March 2025 Microsoft 365 Copilot Trial Released.
Midway Report #2: Information
Governance Team
6. June 2025 AI Oversight Group: Microsoft Released with some information
365 Copilot Project Closure withheld under sections 9(2)(a)
Report and 9(2)(b)(ii).
7. 18 June AI Oversight Group: Microsoft Released with some information
2025 365 Copilot, Copilot Service withheld under sections 6(c),
Enablement 9(2)(a), and 9(2)(b)(ii).
8. 25 June AI Oversight Group: Microsoft Released with some information
2025 365 Copilot Production BAU pilot  withheld under section
with Policy & TCO 9(2)(b)(ii).
9. 18 AI Oversight Group: Technology Released with some information
September Services / Policy Production pilot  withheld under section 6(c).
2025 M365 Initial Findings Report

&
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All other reports
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Item Date Document Decision
10. 3 March Conversation Summarisation Released with some information
2025 Proof of Concept - Outcome and withheld under section
Recommendations 9(2)(b)(ii).
11. 14 April Al Oversight Group: AI Test Released.
2025 Scenario Generation — PoC
Findings Report
12.  May 2025 Voice Isolation — Review of Early = Released.
Adopter Feedback
13. 12 June Enterprise Priorities and Released with some information
2025 Performance Committee: myIR withheld under section 9(2)(a).
Navigation Assistant Closure
Report
14. 18 Technical Design Authority: Released with some information
September Canon Email Ingestion Channel withheld under sections 6(c),
2025 Functionality PoC Update 9(2)(a), and 9(2)(b)(ii).
15. November Al Oversight Group: DIP Released with some information
2025 Snowflake Cortex AI PoC withheld under section 9(2)(a).

Evaluation Report

Information being withheld

I have identified two further documents in scope of your request, however these are withheld in
full under the following sections of the OIA:

6(c) - the making available of that information would be likely to prejudice the
maintenance of the law, including the prevention, investigation, and detections of
offences, and the right to a fair trial, and
18(c)(i) - the making available of the information requested would be contrary to the
provisions of a specified enactment, namely section 18(3) of the Tax Administration Act
1994. The Commissioner of Inland Revenue is not required to disclose any item of
revenue information if the release of that information would adversely affect the integrity
of the tax system or would prejudice the maintenance of the law.

Date

Document

Decision

1 April 2024

Model

Memo: Implementing the new GST Integrity

Withheld in full under
section 18(c)(i)

January 2025

START Integrity Manager — new GST model - Post

Implementation Evaluation

Withheld in full under
section 18(c)(i)

&
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Right of review

If you disagree with my decision on your OIA request, you have the right to ask the Ombudsman
to investigate and review my decision under section 28(3) of the OIA. You can contact the office
of the Ombudsman by email at: info@ombudsman.parliament.nz.

Publishing of OIA response

We intend to publish our response to your request on Inland Revenue’s website (ird.govt.nz) as
this information may be of interest to other members of the public. This letter, with your personal
details removed, may be published in its entirety. Publishing responses increases the availability
of information to the public and is consistent with the OIA's purpose of enabling more effective
participation in the making and administration of laws and policies and promoting the
accountability of officials.

Thank you again for your request.

Yours sincerely

Cate Robertson
Enterprise Leader, Strategic Architecture

Inland Revenue
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Appendix A - Uses of Al and automation within Inland Revenue from 1 January 2023 to 31 October 2023, and the associated cost during this period.

Name

ABBYY FineReader 16

Ability to pay model

ACC alternate tax rate

Address Update
enhancements

AI Futurist

Answers in Viva
Engage

Articulate 360 with AI

Assurity Intelligence

Automated Patching
for Windows

Description

Text recognition and
document conversion tool,
used to convert PDFs into
excel.

Analyse the customer’s
circumstances and

recommend the best action for
that customer

Automated solution for
applying alternate tax rates to
back-dated lump sum
payments

Automate address validation
and reduce manual entry
errors in myIR

Enables querying and
summarisation of content.

Helps staff ask questions and
receive answers from
organisational content

E-Learn development software

Test scenario generation

Automated patching for OS,
Drivers.

Product/
Project Status

In production

In production

In production

In production

In production

Pilot concluded

Pilot

Pilot

In production

Technology

Optical Character
Recognition,
Machine Learning

Machine Learning

Automation

Automation

Generative

Generative

Generative

Generative

Automation

Vendor/Delivery
Partner

ABBYY

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Futures Platform

Microsoft

Articulate Global Inc

Assurity Consulting
Limited

Microsoft

Cost to IR

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(g).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).
Part of E5 licence.
Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).

Free of charge.



Name

Azure DNS (Domain
Name System)
management

Brandwatch

Canon Image Scanning
Solution Project

Certificate automation

Certificate Authority
automation

Chainalysis Reactor
Confirmation of Payee

initiative

Core21 Upgrade -
Managed Payments

Description

Automatically handling DNS
requests

Media monitoring

End-to-end document capture
service that digitises inbound
mail and integrates with
START, streamlining physical
mailroom processes

Automate the certificate
lifecycle for some platforms

Automate Certificate Authority
(CA) update for Gateway
Services

Blockchain Analysis

Improve quality of bank
accounts provided by checking
account numbers and names
match bank records

Core21 platform upgrade
introduces new functionality
for managing payments,
enabling automation of some
existing processes
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Product/
Project Status

In production

In production

In production

In production

In production

In production

Active

In production

Technology

Automation

Machine Learning,
Natural Language
Processing

Automation

Automation

Automation

Machine Learning

Decision support

algorithms

Automation

Vendor/Delivery
Partner

Azure

Falcon.io APS

Canon, FAST
Enterprises LLC

AKQA Pty Ltd, Amazon

FAST Enterprises LLC,
Spark

Chainalysis Inc

Get Verified, FAST
Enterprises LLC

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

$23,102

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Core21 - child support
relationship validation
process

Cotiss Sourcing and
Evaluation Initiative

Coveo

Deceased customers -
cease myIR log on
ability

Dragon Naturally
Speaking

DDoS protections
- AWS Shield

- Azure DDoS
Protection

- Cloudflare

- F5

- Oracle DDoS

eServices Assistant

Description

Automated real-time
validations at case completion
to identify and prevent
incorrect data updates

Digital procurement solution

IR’s public websites and
internal intranet use Coveo, a
machine-learning search
platform that continuously
improves results based on
user behaviour.

Automate cessation of myIR
web logon once verification of
death received

Screen reader

IR uses a range of tools to
prevent our systems and
services from unexpected
outages due to network
attacks.

The myIR Navigation assistant

is a digital guide that directs
users to the right myIR tasks
via keyword-based links
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Product/ Technology
Project Status

In production Automation
In production Automation

In production Machine Learning

In production Automation

In production Machine Learning

In production Machine Learning

In production Digital assistant

Vendor/Delivery
Partner

FAST Enterprises LLC

Cotiss

Coveo

FAST Enterprises LLC

Nuance

Oracle, AWS, Azure,
Cloudflare, F5 Inc

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Enabling second SAML
identify for snowflake
environment

Email-user link
prediction

Enterprise
Performance
Management (EPM) -
Phase 1

Enterprise
Performance
Management (EPM) -
Phase 2

Enterprise
Performance
Management (EPM) -
Phase 3

Description

Enables automated user
provisioning and single sign-
on

Predict the similarity of email
addresses and usernames
such that IR can identify the
probability that they are
controlled / used by the same
real-world person.

Deliver improvements to the
Oracle EPM model - improve
process flows and usability

Deliver improvements to the
Oracle EPM model - core
structural changes

Deliver improvements to the
Oracle EPM model - value add
features
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Product/
Project Status

In Production

In development

Project Complete

Project Complete

Project active

Technology

Automation

Machine Learning

Infrastructure
reconfiguration

Infrastructure
reconfiguration

Infrastructure
reconfiguration

Vendor/Delivery
Partner

Microsoft, Snowflake

Snowflake

James & Monroe NZ
Pty Limited
Assurity Consulting
Limited

J & M Travel
Starfish Consulting
Limited

James & Monroe
Assurity Consulting
Limited

Accenture

James & Monroe
Assurity Consulting
Limited

Accenture

Cost to IR

Withheld under
section 9(2)(b)(ii).

Refused under
section18(qg).

$783,000

Amount paid to
individual vendors is
withheld under
section 9(2)(b)(ii).

$1.49m

Amount paid to
individual vendors is
withheld under
section 9(2)(b)(ii).

No spend as yet.



Name

Enterprise Services
Data, Analytics and
Reporting Project
2024/25

FamilyBoost

Figma

Final Year Fees Free
Roll out

Financial intelligence

network detection

Forms and Guides

Description

Standardised and automated
reports

Implement new product in
START using standard design
patterns including automation

Prototyping software that
enables IR to develop mock-
ups of intended changes to
products and services across
both e-services and
internal/external IR websites

Implement ability to process
final year fees free policy,
includes standard design
patterns and automation of
some functions and processes

Links, matches and identifies
multi-dimensional risks of
users via operational and
strategic visualisation

Content enrichment,
modularisation and
summarisation from web and
PDF content
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Product/ Technology
Project Status
Project active Automation

In production Decision support,

automation

In production Machine Learning

In production Automation

In production Machine Learning

Proof of concept Generative
completed, did not

proceed.

Vendor/Delivery
Partner

SAS

FAST Enterprises LLC

Figma, Inc

FAST Enterprises LLC

Snowflake

Microsoft and AKQA
Pty Ltd

Cost to IR

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(d).

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(d).

Refused under
section 18(g).

Free of charge.



Name

Genesys Agent Assist

Genesys Agent Copilot

Github Code Spaces

GitHub for Jira
Integration

Google Analytics 4

Graph Entity
Resolution

Description

Creates summaries of
conversations with contact
centre agents for post-call
notes

Automatically presenting
relevant knowledge articles to
contact centre agents during
voice interactions with
customers.

Automated access to tools and
permissions

Automatically sync GitHub
data into Jira tickets to
provide work visibility and
reduce duplicate effort

Enables IR to track
engagement across internal
and external digital channels
and seamlessly ingest
analytics into IR’s Intelligence
Platform for better insights
and decision-making

Analyses and compares
information held by IR to
external datasets provided by
third parties to determine if
records are referencing the
same entity.
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Product/
Project Status

In production

Pilot completed,
did not proceed

In production

In production

In production

In production

Technology

Generative

Generative

Automation

Automation

Predictive
modelling,
automation

Machine Learning

Vendor/Delivery
Partner

Genesys and One NZ

Genesys and One NZ

GitHub

Github, Atlassian
Cloud

Microsoft, AKQA Pty,
Snowflake

Snowflake

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(g).



Name

GST integrity model

GST Registration
Decision Support

Hardware Asset
Management Project

Hootsuite

HR (Human
Resources) advisory
transition to
ServiceNow

Identify a charities
customer

Individual Income Tax
Assessment
(IITA)/IR3 expenses
amendment reminder
message

Instalment
Arrangement Pre-
payment and missed
payment reminder

Description

A predictive model to assess
the risk of GST returns.

Implement new rule-based
processing to enable
enhanced automation

Streamline the processes
associated with hardware
asset management.

Social Media monitoring

Streamlined HR advisory
requests in ServiceNow with
automated workflows and
work Assignment.

Automatically update
customer status to charity /
no longer a charity from DIA
file.

Automating reminder notices
when no response received

Automated reminders issued
to customers who have
entered an instalment
arrangement

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

In production

In production

No longer in use

In production

In production

In production

Pilot

Technology

Machine Learning

Decision Support

Automation

Machine Learning,
Natural Language
Processing

Automation

Automation

Automation

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

ServiceNow

Hootsuite Inc

ServiceNow

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Cost to IR

Refused under
section 18(qg).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

$73,837

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

International Travel
Approvals

IR3 no longer required
process

Isentia

KiwiSaver Government
Contribution (GVC)
Eligibility Changes

Department of
Corrections -
information share and
use of information

SMS- START
Functionality
improvements

Student Loan START
data third party
payment providers

Small Business
Cashflow Scheme
initiative (SBCS)

Description

Implement ServiceNow for
international travel related
approvals. Moving paper
process to digital process with
semi-automation

Automate marking returns as
not required.

Media monitoring

Automated tool to test GVC
eligibility calculations when
there are changes.

New file exchange format to
enable more automation.

Automated handling of SMSs
that are not delivered
successfully

Automatically create and send
files

Automatic issue of SBCS
interest expense letter

[EXTERNAL IN-CONFIDENCE]

Product/

Project Status

Active

In production

In production

Testing

environments

Active

Active

Active

Complete

Technology

Automation

Automation

Machine Learning,
Natural Language
Processing

Automation

Automation

Automation

Automation

Automation

Vendor/Delivery
Partner

ServiceNow

FAST Enterprises LLC

Isentia Limited

FAST Enterprises LLC

FAST Enterprises LLC

Modica and Fast
Enterprises

FAST Enterprises LLC

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

$105,657

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

KiwiSaver annual
Government
Contribution (GVC)
overhaul

Digitising Customs
Arrival card

START Task Manager
Optimisation

Working for Families
registration and
modification updates

Working for
Families/child support
shared customer
alignment

Trust return changes

Individual Income Tax
Assessment and
Working for Families
rollover

Redesign of the
Reserve Scheme
Accounts in START

Description

Accounts auto created along
with automated testing tool
for the GVC eligibility code
calculations

Auto staging of Arrival Card
case in START

Optimise the way we manage
work and remove unnecessary
tasks

Increase the number of
registrations and modifications
that are automatically
processed

Automate identification of
mismatches

Automate non-active trust
reactivation and relationship
linking.

Increase the number of cases
that are automatically
processed

Increase the number of cases
that are automatically
processed
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Product/
Project Status

Complete

Complete

Complete

Active

Complete

Complete

Complete

Complete

Technology

Automation

Automation

Automation

Automation

Automation

Automation

Automation

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Working for Families
customers SMS
messaging Christmas
week

Small Business
Cashflow Scheme
repayment, default
and collection process

Instalment
arrangement
reminders

Individual IRD number
application
optimisation

Add Extension of Time
request in myIR

Automate production
Contact Centre testing

Powerapps -
connecting to Outlook
(MSD Information
Request emails)

Partnering with third
party provider for
payment resolution

Description

Automated SMS for payments
during Christmas

Rules-based automated
approvals and notifications

Pilot - randomised controlled
trial approach to improve
adherence to instalment
arrangements

Optimising the IRD number
application process

Digitise form and automate
approvals if conditions met

Automate test scripts for
Contact Centre production

Automate emailing solution for

information requests

Automate information sharing
and debt monitoring
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Product/
Project Status

Complete

Complete

Active

Active

Complete

Project Complete

Pilot complete

Active

Technology

Automation

Automation

Automation

Automation

Automation

Machine Learning

Powerapps

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC
Assurity Consulting

Limited

Microsoft

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).
Part of E5 licence.

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Optimising extracting
customer information
from START

Process to bulk add
indicators in START

DIP to START
automated interface

Voice biometric control
remediation

s17b and bank
deduction notice
process changes

Collection analytics
optimisation

GST group
adjustments

Mailbox task ingestion
into START

Add a prescribed
withholding rates
case/functionality

Extinguishing of losses
and excess imputation
credits when writing
off tax debts

Description

Automate the extraction of
customer information for legal
evidence

Automate process to
add/remove specific indicators

Automate bulk file transfer

Enhance the security of IR’s
voice biometric authentication
system

Enhance email process and
implement new rules based
processing design

Implement new rules based
processing design enabling
enhanced automation

Automating manual steps of
process

Automate ingestion of
external mailboxes into START

Automate current processes

Automate current processes

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

Active

Complete

Complete

Active

Active

Active

Active

Active

Active

Active

Technology

Automation

Automation

Automation

Biometrics

Automation and
decision support

Automation and
decision support

Automation

Automation

Automation,
Decision Support

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

One NZ

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Canon, FAST
Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Enhancing PPL
reconciliation process

Campaign transition
plan

Macrons creating
payment file errors
with Westpac

MarianMT

Microsoft 365 Copilot
Agents

Microsoft Copilot Chat
(Bing/Browser)

Microsoft Copilot
Studio

Description

Automate current processes

Automating cyclic notifications
and letters

JavaScript function to remove
diacritics from text.

Translating text for digital
forensics

Pre-built agents

Al-powered chat service

Create and deploy Al copilots
and chatbots for business
needs

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

Active

Active

In production

Available

Phased roll out

Available

Proof of Concept

Technology

Automation

Automation

Automation

Neural machine
translation

Agentic

Generative

Al Agent

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

Oracle, Accenture,
SAP

Meta

Vendor: Microsoft

Delivery Partner:
Engage?

Microsoft

Vendor: Microsoft

Delivery Partner:
Engage?

Cost to IR

Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).

Free of charge.

Part of M365. Copilot
licence

Withheld under
section 9(2)(b)(ii).

Engage?: refer to
introductory
comments for cost.

Part of E5 licence.

Withheld under
section 9(2)(b)(ii).
Part of M365. Copilot
licence

Withheld under
section 9(2)(b)(ii).
Engage?: refer to
introductory
comments for cost.



Name

Microsoft Defender

Microsoft Power BI

Microsoft Purview
Enablement project

Microsoft Teams
Premium

Microsoft Teams Voice
Isolation

Noggin (IR’s Health
and Safety System)
automation

Description

Enterprise security solution
integrated with Microsoft apps
to monitor devices and
identities for malicious
activity.

Data visualisation and
analytics platform for building
dashboards and reports

Integrated solutions for data
governance, security, and
regulatory compliance

Provides Teams meeting
recaps with enhanced security
and premium features.

Provides voice isolation to
reduce background noise and
deliver clearer audio during
Teams meetings

Automate file transfer

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

In production

In development

Pilot

In production

In production

Technology

Machine Learning

Machine Learning

Machine Learning,
automation

Generative

Machine Learning

Automation

Vendor/Delivery
Partner

Microsoft

Microsoft

Vendor: Microsoft

Delivery Partners:
Liquid IT Limited
AKQA Pty Limited

Microsoft

Microsoft

Oracle

Cost to IR

Part of E5 licence.

Withheld under
section 9(2)(b)(ii).

Part of E5 licence.
Withheld under

section 9(2)(b)(ii).
Part of E5 licence.

Microsoft: Withheld
under section

9(2)(b)(ii).

Liquid IT Limited:
$123,363

AKQA Pty Limited:
$40,293

Withheld under
section 9(2)(b)(ii).

Part of E5 licence.

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Employer Information
Validations

Auto-approve Payment
Plans

Income Tax Extension
of Time Automation

Upfront Validations
KiwiSaver Registration

Working for Families
Modification -
Payment Frequency
Changes

Unable to link Student
Loan alternative
contact person

Tax Residency
Certificate Request

Goods and Services
Tax Return Errors

Employer Information
Schedules — Reduce
Duplicates for Manual
Review

Description

Update validations to enable

more straight through
processing.

Increase automation for
processing and prevent
incorrect requests

Automate the current process.

Review validations to enable

more straight through
processing.

Automate current process

Improve soft matching to
enable more automated
processing

New self-service for customer
requests enabling automated

processing

Withheld under section
18(c)(i) of the OIA.

Enhance processing rules
enabling more straight
through processing

[EXTERNAL IN-CONFIDENCE]

Product/

Project Status

Completed

Active

Completed

Active

Active

Active

Active

Active

Active

Technology

Automation

Automation

Automation

Automation

Automation

Automation

Automation

Automation

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).



Name

Payment Corrections -
GAP Payment

Working For Families
automate task to
contact customer for
child IRD number

Automation of ‘Child
Changes request for
information’ letter

Greater than $60k
schedular payments
but not GST registered

Credits on ceased
entities and deceased
customers

Payments refunded to
customers

Overdue income tax
return RIT prediction

Payment Service
Providers Data
Transfer

Phishing Automation

Posit Connect

Description

Enhance processing rules
enabling more straight
through processing

Implement an automated
reminder system

Automate current process

Automatically issue letter
when business rules or
conditions are met.

Automate the transfer of
credits from closed or
deceased accounts

Optimise the redirect payment
rules

Predicts residual income tax
(RIT) on overdue returns.

Automate data transfer

Automate aspects of our
response to phishing attempts

Supports the deployment of
Al-powered data science
solutions.

[EXTERNAL IN-CONFIDENCE]

Product/

Project Status

Active

Active

Active

Active

Active

Active

In production

In Production

In production

Available

Technology

Automation

Automation

Automation

Automation

Automation

Automation

Machine Learning

Automation

Automation

Generative

Vendor/Delivery
Partner

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

FAST Enterprises LLC

Snowflake

Snowflake, FAST
Enterprises LLC

N/A

Posit Software

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(g).

Withheld under
section 9(2)(b)(ii).

Free of charge.

Withheld under
section 9(2)(b)(ii).



Name

Positions Based
Systems Access

Pou Here Tangata
Project

Power Automate

Propensity to read
letter or log-in to myIR

Qualtrics

Qualtrics User
Provisioning and
Deprovisioning Project

Receipt, invoice,
statement and
tax/employer return
review

Redwood Initiative
stages 1-9

Description

Automatically receive the
necessary access on day one
of starting a new job
Modernise voice services by
moving to Genesys Cloud and
introducing integrated

planning across voice and
non-voice channels.

Low Code solution that
supports automating tasks.

Supports IR in using the right
channels to reach customers.

Analysis of survey information
from customers.

Leverage existing provisioning
and deprovisioning processes
to manage Qualtrics access.

Text recognition

Transition to Oracle’s
Redwood UX to provide a
modern, consistent experience
across cloud applications
(HCM, ERP, SCM, CX)

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

Active

In production

In production

In production

In production

In production

Active

Technology

Automation

Automation

Machine Learning

Machine Learning

Machine Learning

Automation

Optical Character
Recognition

Machine Learning

Machine Learning,
Automation

Vendor/Delivery
Partner

One Identity

Genesys, OneNZ,
Verint Systems Inc,
FAST Enterprises LLC

Microsoft

Snowflake

Qualtrics

Qualtrics, Azure,
Oracle, One Identity

FAST Enterprises LLC

Oracle

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Part of E5 licence.
Withheld under
section 9(2)(b)(ii).
Refused under
section 18(g).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(qg).

Withheld under
section 9(2)(b)(ii).



Name

Resource Information
Role

Security Card
generation for new
worker

Security Workflow
Automation Service

ServiceNow
Accelerators

ServiceNow migration

of UIF to ConnectQuick

Integration
Framework

SharePoint Advanced
Management (SAM)

SharePoint Sections
with Copilot

Small Business
Cashflow Top-up Loan
default

Description

Leverage existing provisioning
and deprovisioning processes

to manage role.

Apply automation to
streamline aspects of the
process

A workflow platform to design

and manage complex
automation workflows

Enhances IT service

management and helpdesk
functionality with automated

workflows.

In-built automation
capabilities

Analyses site activity to detect

unusual patterns.

Helps create structured

sections for SharePoint pages.

Automating existing process.

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

In production

In production

Proof of concept

In production

In production

In production

In production

Technology

Automation

Automation

Automation

Generative

Automation

Machine Learning

Al agent

Automation

Vendor/Delivery
Partner

Ernst and Young,
Accenture

ServiceNow,
Accenture, Deloitte

Tines

ServiceNow

Deloitte

Microsoft

Microsoft

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

USD$50,000

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Part of M365. Copilot
licence

Withheld under
section 9(2)(b)(ii).
Part of M365. Copilot
licence

Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).



Name

Small business

Cashflow Loan decision

support updates

Snowflake Cortex Al

Snowshare

Speak2IR address
validation

START system access
provisioning and
deprovisioning

Streem

Student Loan
international case -
Third party provider

files not automatically

closing

Description

Automating parts of the
eligibility review process

Enables users to query data in
natural language and get
direct answers

Secure automated data
exchange across systems

Enables automatic address
updates

Automation of START system
access based on positions
based roles

Media monitoring

Automating parts of the
existing process.

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

Proof of concept

Proof of Concept

In production

In production

In production

In production

Technology

Automation,
decision support

Generative

Automation

Automation

Automation

Machine Learning,
Natural Language
Processing

Automation

Vendor/Delivery
Partner

FAST Enterprises LLC

Snowflake

Snowflake

FAST Enterprises LLC

FAST Enterprises LLC,
One Identity

Streem NZ Limited

FAST Enterprises LLC

Cost to IR

Withheld under
section 9(2)(b)(ii).

Refused under
section 18(g).

Cost of credits:
Refused under
section 18(g)

Cost of
professional
services from SAS
during PoC:
Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

$17,970

Withheld under
section 9(2)(b)(ii).



Name

Tableau Desktop

Transitional process
for non-active trust
declarations

TRM

Use of money interest
- generic emergency

response

Visitor Kiosk

Viva Topics

Windows365
Windows Hello for
business

WinGet

Z scaler

Description

A data analytics and
visualisation tool for analysing
and graphing performance
test results

Scan job to automatically add
specific indicator

Blockchain analysis

Predefined automated base
process to be used in the
event of an emergency

Cloud-based visitor
management system (VMS)
that replaces manual sign-in
with a secure, digital process.

Delivers personalised content
and community
recommendations

Cloud-based virtual desktop
service

Secure authentication for IR-
enabled devices

Automated application
packaging

Detection and classification of
web traffic and websites.

[EXTERNAL IN-CONFIDENCE]

Product/
Project Status

In production

In production

In production

In production

In production

In production

In production

In production

In production

In production

Technology

Machine Learning

Natural Language
Processing

Automation

Machine Learning

Automation

Automation

Machine Learning

Automation

Biometrics

Automation

Machine Learning

Vendor/Delivery
Partner

Tableau Software

FAST Enterprises LLC

TRM Labs, Inc.

FAST Enterprises LLC

Aotea security /
HealthSafe

Microsoft

Microsoft

Microsoft

Microsoft

Z Scaler

Cost to IR

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

Withheld under
section 9(2)(b)(ii).

$46,940

Part of E5 licence.
Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).
Withheld under
section 9(2)(b)(ii).

Free of charge.

Withheld under
section 9(2)(b)(ii).



Name

ZoomText

[EXTERNAL IN-CONFIDENCE]

Description Product/ Technology
Project Status

Screen magnification software In production Optical Character

designed to improve Recognition

accessibility

Vendor/Delivery
Partner

Vispero

Cost to IR

Withheld under
section 9(2)(b)(ii).






Background

2. Inland Revenue's business transformation programme has left Inland Revenue with
excellent digital capability and very good data across our broad customer base.

2.1,

2.2,

The quality of our data is very good, complete and timely, enabling us to take
advantage of Al to achieve further efficiencies and improve the customer experience.

Inland Revenue is taking a benefit and business value centric approach to extending
the use of Al, focussing on supporting decision making in the management of tax
and social policy compliance risk, intervention design and increasing staff
productivity.

Key Highlight (Jan-Feb '25) -~ Wider use of Al for Voice Channel

3. Inland Revenue recently completed a proof of concept using Genesys Cloud Al that creates
summaries of calls between a customer and Inland Revenue.

3.1,

3.2,

3.3.

3.4,
3.5.

3.6.

3.7.

This Al solution utilises call transcripts and generates a summary of the key points from
the interaction with the customer which, once checked for completeness and correctness,
can be copied to the customer record in START. Note the Al generated summary is not
retained.

QOur proof of concept demonstrated an average 17% decrease in after-call work time, no
degradation in quality of notes, and positive sentiment from our people who trialled this
feature.

The Conversation Summarisation performed particularly well with our general voice calls
where time efficiencies were seen. The more complex calls still saw a decrease in after-
call work time, but to a lesser extent than our general queues.

97% of our staff found the technology easy to use following a 30-minute training session.

The plan is to roll out the tool to our Customer and Compliance Services - Individuals
(CCS-1) team and continue pilots with our other business areas to ensure there is value
across other customer cohorts before further rollout.

The Genesys tool continues to evolve, which is expected given the rapid pace of Al
developments. A new version has just been released which includes new functionality at
a higher licence cost, We will review the new version to ensure the changes have not
altered the value proposition of the summarisation feature and to assess possible
benefits from the new functionality.

It is important we ensure we are not constrained by vendor lock-in and that we consider
an appropriate cloud licensing model - in this case a month-by-month license which will
insulate us in a rapidly evolving market,

4, Future proofs of concepts utilising other Al functions of the new version will test the real-time
presentation of contextual knowledge to our people to help them assist customer queries.

4.1.

The expected benefits we're seeking to confirm are a reduction in talk-time with our
customers and decreased training time for our people.

Page 2 of 9
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Proofs of Concept/Pilot initiatives

5. Inland Revenue is looking at the use of Al across its Digital Estate. A draft view is provided in
Appendix 2 (pg. 8)
6. In addition to the use of Al in our voice channel, the following use cases are being evaluated
and rolled out at Inland Revenue.
Initiative Key findings and next steps

Microsoft Copilot (Bing/Browser):

Al-powered chat service (summarise
large volumes of information, undertake
research and proofread, edit and
generate written content)

90% of users reported improved work
quality and 86% of users reported time
savings.

Tool deployed across the enterprise to
appropriate roles and business groups, in
a staged approach, with training
mandatory before access is available,

AI test scenario generator tool

Al-powered tool to create test plans and
test scenarios

Evaluation is currently underway via
Proof of Concept.

This is the first private Large Language
Model (LLM) for Inland Revenue, built
with open-source tools by our Testing
partner.

Early indications have shown positive
results against defined measurement
criteria, and if successful, this use case
has potential to save significant Internal
costs by reducing effort on test planning
and  test-scenario  writing, while
increasing team  satisfaction and
maintaining evaluation quality.

Microsoft 365 Copilot:

Copilot is integrated into the M365 suite of
products (e.g. SharePoint, Word, Excel,
Teams) and is designed to enhance staff
productivity.

Proof of Concept Is In progress with early
findings showing productivity
gains. CoPilot has also provided initial
validation that our internal knowledge
and content structure and the associated
infrastructure is appropriate and of high
quality.

Next steps: Ensure appropriate auditing
capabilities can be implemented and look
at wider use cases / rollout if found
appropriate, cost efficient and effective

Awhina Mai Gen-AI assistant:

We are evaluating the use of GenAl for
delivering summarised information for
customers using our website as part of the
Awhina Mai project

A Proof of Concept was conducted to
test summarisation and tagging
capabilities across content held in PDF
and html format in our website.

While the Al capabilities are available,
further work needs to be done to
address the underlying content
structure, so it is better able to be
consumed by GenAl tools

IR2025/068; Inland Revenue's use of Artificial Intelligence
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AI Capability Uplift

7.

Through the process of Inland Revenue establishing a structure and governance for Al, along
with strategic considerations and a roadmap, ‘People’ were identified as the most crucial area
for investment in our Al journey.

Leaders at Infand Revenue have engaged in Al Fluency training. The purpose of Al Fluency
training is to give a suitable understanding of Al to those making decisions on its use.

8.1. Inland Revenue’s Executive Leadership Team participated in an Al Fluency workshop,
specifically focused on governing a large organisation with a technology change
happening so quickly.

8.2. All staff have access to seven e-learning modules: Introduction to AL, Gen AI 101, Value
Capture, Trust, Ethics & Governance, Prompt Training, Risks of Al and GenAl, Threats
of Al, and Data & Information Management.

Inland Revenue is considering further updates to its Al literacy by including Agentic Al to its
Al literacy programme.

OECD engagement

10.

11.

12,

Inland Revenue prioritises international engagement on Al, specifically on international rules
and norms. Inland Revenue is part of the OECD Cluster focused on using Al in this field. The
OECD's Project D aims to enhance the trustworthy use of AI through international
collaboration, developing a Trustworthy Al framework, and sharing best practices.

The project targets several impacts including reducing taxpayer burden, optimising internal
operations, increasing Al trust, and prioritising Al investments. New Zealand supports these
activities to understand Al deployment in different jurisdictions and utilise the generated
assets.

Inland Revenue has written to OECD to express interest in continued involvement in the next
phase, with a focus on learning and evaluating appropriate Al frameworks in the context of
Tax Administration.

Public Sector and Government Chief Digital Officer (GCDO) engagement

13.

14.

15,

16.
17.

18.

Inland Revenue is working with the GCDO and sharing insights from its AI and digital journey
through the Government AI Community of Practice.

Inland Revenue has shared relevant artefacts related to Al with the GCDO and is in the process
of sharing its eLearning material with the Public Service Commission.

Inland Revenue is also considering how best to contribute to the GovGuide digital front door
initiative led by the GCDO.

Inland Revenue will be contributing to the National Al Strategy as necessary and appropriate.

Inland Revenue is working hand in hand with the GCDO and have recently presented to the
New Zealand Government Community of Practise. Two key excerpts from the presentation are
attached

17.1. Foundations and Key considerations for Al Solutions- Appendix 1 (pg. 7)
17.2. Key Inland Revenue Reflections and Learnings — Appendix 3 (pg. 9)

Inland Revenue officials have also met with 15 agencies to both share resources and explore
opportunities to work together. Anecdotal feedback from agencies suggests Inland Revenue

Page 4 of 9

1R2025/068: Inland Revenue’s use of Artificial Intelligence




are ahead of the curve in terms of strategic thinking, governance processes and laying the
foundations for safely trialling and scaling use of AL

Key risks and challenges

19,

20.

21,

22,

23.

Whilst there are many risks and challenges presented by Generative Al (for example bias,
hallucinations, or discrimination), Inland Revenue’s key risk is that of data and information
leakage. This could compromise our obligations under legislation to protect personal
information and Tax secrecy.

The key risk of data and information leakage manifests itself in two ways:

20.1. Data input into an Al engine: Where Inland Revenue is applying Al capabilities internally,
careful consideration is given to the data that is input into the Al engine (e.g. is it used
to train a public facing Al engine? are there jurisdictional/legal considerations?) as well
as applying our standard controls and monitoring.

20.2. Publicly available AI which can be accessed by Inland Revenue staff either intentionally
or inadvertently: While Inland Revenue has an Al Staff Use Policy and standards in place
addressing this, additional controls have been put in place to identify and block access
to known high risk sites as well as monitoring access to emerging Al capabilities.

The key challenge we face is the pace at which Al is proliferating and evolving both internally
and externally.

Internally, the speed at which new and potentlally beneficial uses of Al are evolving tests our
ability to assure that r|sk controls nt, provnde mltlgatuon and meet monltorlng
thresholds. 8(€) S ' e

External challenges are wide ranging from accuracy of content used to train publicly available
Al to “bad actors” use of Al to enable scams, frauds, and technical attacks against our
infrastructure at unprecedented scale and pace. Inland Revenue has established risk
frameworks, referencing guidance from the System Leads, which are used to evaluate and
respond to these varying threats as rapidly as possible.

Key next steps/focus areas

24,

25.

26,

We continue to explore opportunities with our core Tax solution partner, Fast Enterprises in
developing more intelligent models based on the data we already hold in the Tax system.

24.1, We are currently working with the FAST development centre in the USA to develop NZ
specific decision support models within START. This will allow us to better target debt
collection activities.

24.2. FAST have an ‘outsourced’ collection service operating in the US that utilises a range of
3rd party data sources, and Artificial Intelligence to improve debt collection. We are
exploring options of establishing a comparable service specific to NZ.

24.3. We are actively exploring how we will use additional data, such as payment service
provider data within these models.

We are exploring how we can use Al to assist staff in responding to non-voice queries, i.e.
web requests, emails etc. We believe we can achieve efficiencies like those we have found
in Al work in the voice channels space.

We are actively investigating possibilities for using Al to address key business outcomes
such as
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26.1. Assuring Revenue and Increasing Compliance

26.2. Debt collection and management

26.3. Increasing efficiencies in processing activities (Frontline and Back-office)
26.4, Protecting the Revenue System from AI powered attacks

27. We are evaluating and considering the use of Agentic Al to increase automation possibilities
across business areas to support automation and increase efficiencies.

28. Inland Revenue is developing a strategic roadmap to create and manage our publicly available
content so that it is fit for the future and better able to be consumed and used by Al tools.

28.1. We are currently developing the roadmap options, staying connected with related AoG
work (such as the DIA-led GovGuide Digital Front Door to NZ Government), and
progressing relevant internal proofs of concepts.

28.2. Initial insights show individuals and business (i.e. Law Cyborg) are already accessing our
content via third-party Generative Al with some level of success. There is a need to act
quickly to remove complexity including duplicated content which can negatively impact
the results returned via Gen Al

28.3. We believe a future opportunity is using Al to provide contextual and targeted responses,
i.e. the merging of general content (potentially from across government), with specific
customer and transactional information.

Recommended action

We recommend that you:

1. Note the contents of this report.

Brijesh John
Domain Lead, Strategic Architecture

Hon Simon Watts
Minister of Revenue
/ /2024
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Appendix 1: Getting Foundations Right for Al
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Appendix 3: Key Inland Revenue Reflections and Learnings

« Focussing on people

o]
C
o}

Leadership Support
Building Capability
Developing common understanding and demystifying Al

e Focus on value

@)

(o]
(o]
(o]

Being specific on which workflows of the organisation that the organisation (and you want AI to help) can gain most value from
Measurable business outcomes — The technology is proven, you are trying to prove business value

Having assurance models and measurement frameworks

Buiiding capabilities with a focus on scaling (enterprise scale is where value is but not many organisations are able to scale use of
AI)

+ Beware of Al Washing/ Trend jacking

O 0 O

Not all products contain Al or ‘Generative Al/Agentic Al’, even though they claim it

Assuming you have Al in product/platform without investigating it fully, could lead to you applying the wrong assurance yardsticks
On the flipside, Generative Al excitement may help open the door to traditional Al and other solutions

It is critical to keep the focus on the business outcomes and apply the correct digital solution to it (a type of Al or other technologies
as may be relevant)

* Learnings from OECD Work on Trustworthy Al for Tax Departments - Survey Summary. (Inland Revenue participates in this group)

o]
o]

o]

Traditional AI: Primarily used in compliance, often for ranking taxpayer populations based on historical data.

Generative AlL: Being tested in customer service and internal management, with many LLM-based tools still in experimental phases.
Benefits: Quantifying the benefits of Al in tax administration remains challenging due to the sensitive nature of compliance work
and the experimental nature of many generative Al tools.

Implementation Challenges: Implementing Al effectively requires addressing complexities such as executive support, change
managemenf, and technical architecture.
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27 August 2025

Minister of Revenue

Update on Inland Revenue’s use of Artificial Intelligence (AI)

Purpose
1. This report
1.1. Provides an update on Inland Revenue's use of Al for the period June to August 2025.
1.2, Builds on the previous note to you.
1.2,1. IR2025/229 provided an update on Al work in Inland Revenue for the period
March to May 2025
1.3, We propose our next planned update to you will be in November 2025. You will be
advised about any significant changes or advancements in the interim via regular
Ministerial Services channels,
Background
2. Inland Revenue’s Strategic and Investment Board approved a refresh to our strategy and

direction regarding the use of Al, in September 2025.

2.1,

2.2,

2.3.

2.4,

Considering the significant transformative potential of Al, our path ahead is through
continuous Al-driven transformation which will enable higher staff productivity and
increased capacity and will enable data-driven intelligence and efficient delivery of
better customer experiences. Our approach must be one that gains value through
increased public trust, scaling through value and transforming with people still at the
heart.

Considering the rapid advances and changes in AI technology, uncertainty around
geopolitical and socio-economic conditions and the evolving global regulatory
landscape, a different approach is required for our AI Strategy. Taking into
consideration the flexibility and ability to pivot that is critical, we need a strategy that
takes an agile and adaptive approach.

Our AI vision Is to transform tax and social policy administration through Al that
simultaneously delivers the accessible, transparent, and culturally responsive
services New Zealanders expect from government while achieving the operational
excellence, productivity gains, and stewardship effectiveness that enables
sustainable public service delivery.

We are now working through the next steps to enable outcomes in alignment to our
strategy including addressing capability and capacity related questions.

Key Highlights (Jun-Aug '25) -

3.

Approval of Strategy and Direction for Al with a focus on 3 organisational shifts powered by

Al
3.1.

Workforce Productivity,
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3.2. Data Driven Intelligence (focussed primarily on compliance), and
3.3. Customer experience.
4,  Use of Cortex Al to allow the business to ‘ask questions of our data’

4.1, Initial use case with audit data had good outcomes and was presented at the Al
Accelerate day at Parliament,

5.  We have begun using more sophisticated analytics models in our Tax System which help us
to identify the debt collection action which is most likely to succeed for a customer.

5.1. As the first step, we are using intelligent models which assess the customer’s circumstances
and compliance history and recommend the best action for that customer. Actions include:

5.1.1. issuing a bank deduction notice,
5.1.2. offering a pre-approved instalment arrangement, or

5.1.3. remaining with current collections processes as the customer’s debt will self-resolve.
5.2. These models take into consideration data and information across IR.

5.3. The models have been very successful with over $39M under pre-approved instalment
arrangements already and over $12M in bank deductions recovered. This was achieved
within a 10-week delivery time frame.

Proofs of Concept/Pilot initiatives

6. The following use cases are being evaluated and rolled out at Inland Revenue.

New initiatives since our last briefing note

Initiative Details

Voice Channel: Supervisor * An Al agent will compare transcriptions of calls

Assistant from Genesys Cloud against internally set criteria
to evaluate the quality of a phone conversation

Utilising Al to analyse call with a customer,

transcriptions, to evaluate quality of . .

customgr service. q Y o This output can then be used to support individual

staff development discussions between Team
Leads and their direct reports.

o Proof of concept is in progress; with time savings
expected for Team Leads.

Data Intelligence Platform: e The proof of concept will evaluate the natural
Natural language querying language querying capabilities of the tool, within
Inland Revenue’s Data Intelligence Platform.
Evaluating the capabilities of L . . .
Snowflake Cortex Al to potentially . The insights gqmed from this trial will help us
supplement or replace data analysis |deptify potential use cases for the platform and
tasks and pre-defined reports. define the process for future Al adoption. This

includes assessing the feasibility and alignment
with our strategic goals.

e Expanding the accessibility of the platform through
Al will enable us to explore future possibilities
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Initiative

Details

including increasing Insights to allow us to identity
and tatlor interactions with our customers.

In the future, with the addition of other features
available in the platform, we can consider
automation possibilities at scale, improving
efficiency and effectiveness across various
business functions.

Legal Research Summarisation

Provides Al-powered support for
legal and research workflows by
enabling natural language queries,
case and document summarisation,
and efficient Information retrieval.

Beta testing a generative Al tool to assess usability
and alignment with our research workflows
(Lexis+AI).

Features include “ask a legal question”, case
summarisation, and document interpretation via
natural language prompts.

The beta test will leverage existing unclassified
data as text prompts.

We are measuring efficlency through automating
repetitive and time-consuming research over
complex [egal content, accuracy, scalability and
innovation.

Update on initiatives previously reported on

Initiative

Key findings and next steps

Enterprise Services Technology
Al Agents

Tallored and purpose-built AI Agent
solutions that use internal
information across corporate
platforms to enable better decision
making and possible automation.

A custom Al ‘Technology Agent’ was built using
Copilot Studio to answer IT queries and raise
ServiceNow tickets. It securely accessed IR’s internal
data in a test environment, respecting permissions
and confirming feasibility.

A limited production pilot has now commenced, and
a small group will use the agent for live IT support,
with monitoring focused on accuracy, usage and risk
controls.

Knowledge Surfacing

The real-time presentation of
contextual knowledge to our people,
to help answer customer queries.

The pilot has concluded and showed no measurable
improvement in call handling time or efficiency on
the voice queues we tested it on,

Experienced staff rarely needed the surfaced
articles.

The AI occasionally surfaced irrelevant content due
to overlapping articles in our knowledge base.

The vendor is launching a connection with
SharePoint shortly, which will reduce the manual
data transfer necessary. Once this is in place, we
will consider trialling the feature with our
contingent workforce and new staff.

IT Service Management
(ServiceNow Platform)

Inland Revenue’s ServiceNow Al pilot, running
from April to September 2025, is still in an
experimental demo environment with no IR data,
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Initiative Key findings and next steps

and findings will be reviewed after the trial to
guide any future adoption.

AI-powered tool to create test plans evaluation will wrap up and results will be reported.
and test scenarlos.

expected to conclude in December 2025, when the

Microsoft 365 Copilot: ¢ Following a successful 12-month pilot of 20
o ) licenses, we are now scaling the pilot and have

Copilot is integrated into the M365 extended to 100 licenses, through to October

suite of products (for example, 2025.

SharePoint, Word, Excel, Teams) . ) . ,

and is designed to enhance staff » The licenses are in back-office functions: Policy,

. Tax Counsel Office and Enterprise & Integrity
productivity. Services

+ In addition to the standard M365 Copllot package,
we are trialling three pre-built agents: Analyst,
Researcher and Project Manager,

e The extended pilot in Policy and Tax Counsel Office
is testing Copilot with budget-sensitive information
under strict conditions—an approved exception to
our Al use policy—to assess its handling of highly
confidential content, before we consider a wider

roll out.
Voice Channel: Conversation + Conversation summarisation has been fully
Summarisation adopted in the Individuals Segment contact centre

Creates summaries of calls between
a customer and Inland Revenue.

since April 28, 2025,

* We are now exploring pilots for our Business and
Families customer segments.

Microsoft Copilot (Bing) « This continues to be rolled out in a staged

approach across Inland Revenue, to ensure our
people have the support they need to use the tool
successfully.

e 1990 users currently have access.

AI Capability Uplift

7.

10.

11.

Inland Revenue continues to adapt its Al fluency training, as new Al approaches emerge. More
recently, this has included the emergence and proliferation of Agentic AL

We have delivered targeted Agentic Al fluency training to select leaders to strengthen
oversight and strategic understanding.

A new Agentic Al e-learning module has also been developed to complement existing Al
fluency content, helping business leaders identify risks, opportunities and ethical
considerations,

The initiative is supported by a cross-functional team from Inland Revenue and Deloitte, with
delivery scheduled from July to September 2025.

The e-learning module will be shared shortly with GCDO, to join Inland Revenue’s other Al e-
learning modules already available to the wider public service.
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OECD engagement

12,

13.

14,

Inland Revenue’s active participation in OECD forums ensures New Zealand'’s perspectives are
reflected in the development of international standards for responsible Al use in tax systems.
This engagement also enables Inland Revenue to stay abreast of global best practices and
apply relevant insights to strengthen our own Al governance and implementation.

Inland Revenue has consulted on OECD Project D “Enhancing the trustworthy use of Al in Tax
Administrations”. The project’s draft report presented an approach to navigating use cases for
Al and a draft assurance checklist specific to Al use cases known across tax administration
sectors.

We've shared feedback confirming Inland Revenue’s support for the Trustworthy Al in Tax
Administration material that accompanies the assurance checklist, which will aid our efforts.
However, the draft assurance checklist is overly detailed, which may hinder swift progress. We
have proposed specific changes to allow tax administrations to adjust their pace based on risk.

Public Sector and Government Chief Digital Officer (GCDO) engagement

15,

16.

17.
18.

We continue to actively share our knowledge and resources with the GCDO and a range of
agencies to support the wider public service’s uptake of AL This includes governance
instruments, reusable use case specific documentation, AI evaluation approach and
specification, proof of concept findings and Al literacy training material.

Inland Revenue officials attended the AI Accelerate workshop held at Parliament this month,
showcasing our use of Al in the contact centre and in our Data Intelligence Platform.

Our refreshed Al Strategy and Direction has been shared with GCDO officials.

Inland Revenue officials have been working alongside GCDO to publish Digital Fluency Case
Studies and also present these to the Australian Public Service Commission.

Key risks and challenges

19.

20.

21.

22,

23,

Social acceptance represents the cornerstone requirement for Al transformation success, with
government Al initiatives facing significant citizen concern rates that require proactive trust-
building. Without sustained public confidence and staff engagement, even technically superior
Al systems encounter implementation barriers that undermine strategic objectives. The stakes
are particularly high for government AI deployment, where public trust directly impacts New
Zealand’s global reputation and long-term citizen compliance,

Generative Al is being used to enhance traditional attack methods, such as phishing,
reconnaissance, and malware development, but there is limited evidence of novel or
uniquely Al-driven threats.

Although there is currently limited evidence of novel or uniquely Al driven threats, the rate
of change in AI-based cyber threats is increasing, which in turn will mount pressure on the
requirement for frequent reviews of existing controls, updates to threat intelligence
sources, and continuous staff upskilling.

The adoption of Al agents internally and by customers is introducing new systemic risks in
data handling, service interactions, and compliance, as these agents can autonomously
access and act on sensitive information.

Third-party use of Al could introduce risks around customer data that will have to be
carefully managed considering a balance between potential productivity increase and
privacy, security and bias related issues. IR must consider this from a partner, vendor,
digital service provider and intermediary perspective.
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24,

Research shows us that value from Al is mostly seen in organisations which invest in the
integration of Al in core business activities. Inland Revenue will have to make trade-off
decisions as core business resources will be required in addition to hard-to-find expertise
in the market to support strategic shifts associated with core business activities. A
concerted focus on these shifts will also require dedicated funding.

Key next steps/focus areas

25.

26,

27.

28.

29.

We are considering improved and Al-powered OCR in the Tax system for the Donation Tax
Credit (DTC) and FamilyBoost (FB) products to increase automated processing of claims

We are putting concerted focus and effort on considering, trialling and implementing Al that
can be used to support our approach to managing debt and improving compliance outcomes.

In alignment to our AI strategy, this includes integrating rule-based automation, machine
learning, generative Al and optimisation techniques to deliver superior outcomes. Our
approach is focused on the four key areas of our debt management approach areas and will
explore options such as:

27.1. Changing the system: We will consider Al-enhanced policy simulation, increased use of
predictive modelling, improvements to automated deduction-at-source and scenario
testing using agentic AL

27.2. Minimising what becomes debt: We will consider behavioural nudges, improved access
and responsiveness through chatbots (multilingual), risk scoring, partner-integrated
campaigns and early warning systems.

27.3. Maximising what we collect: We will consider AI-optimised payment arrangements,
prioritised collections, third-party performance analytics and penalty impact modelling.

27.4. Minimising write offs: We will consider early alerts for legal escalation, Al-assisted
litigation preparation, unified case management and improved cost-benefit analysis of
enforcement.

27.5. We are working through the roadmap for enabling outcomes including
27.5.1.Preparing our data and information sets for Al,
27.5.2.Creating a debt and compliance focussed stream within our Al innovation lab, and

27.5.3. Embedding governance, privacy and ethical safeguards with a goal of increased public
trust

We are initiating work to introduce an Al innovation lab which will allow us to safely test Al
integration into core business outcomes in alignment to our strategy in a safe and responsible
manner,

We continue to focus on core business areas including:
29.1. Contact centre - automation and productivity increase
29.2. Al driven insights, decision intelligence and analytics, including those used for:
29.2.1.Financial crime prevention/ fraud detection and prevention
29.2.2.Protecting the NZ revenue system
29.3. Ensuring Inland Revenue's external content is fit for the future, including:
29.3.1.Driving content quality for accurate consumption via reasoning engines (AI tools)

29.3.2.Using Al to support the creation, design and management of this content
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29.4. Administrative productivity including:

29.4.1. Policy analysis and drafting

29.4.2. Enterprise support services

Recommended action

We recommend that you:

1. Note the contents of this report.

Noted

O

Brijesh John
Domain Lead, Strategic Architecture

Hon Simon Watts
Minister of Revenue
/ /2025
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