[IN CONFIDENCE RELEASE EXTERNAL]

14 February 2022

Dear

Thank you for your request of 10 January 2021 made under the Official Information Act
1982 (OIA). You have requested the following:

I am writing to request information regarding what information IRD provided to
borrowers with existing loans under the Student Loan Scheme Act (1992) about
the changes to contractual conditions brought about by the Student Loan Scheme
Act 2011 and how that information was provided.

This Act made significant changes (including redefining them as no longer credit
contracts under the Credit Contracts Act 1981 and changing the requirements for
providing contact information to be more specific etc).

I would like copies of any material, information, communication plans, letter
templates etc that were sent to existing borrowers (and specifically if email were
sent to borrowers for whom this information was held - and if not why not)

Any other relevant material

Credit Contracts and Consumer Finance (Student Loan Contract Exemption)
Regulations 2010 (CCCFA)

The CCCFA Regulations 2010 came into force on 4 November 2010 to oversee the
exemption of student loan contracts from the Credit Contracts and Consumer Finance Act
2003 (CCCFA). It was later revoked on 30 August 2011 by section 226(1) of the Student
Loan Scheme Act 2011 (the Act) due to the regulations being incorporated into the Act.

At the time of the change, the student loan product also went through a legislative redesign
and communication to customers incorporated all information and not only the changes to
the CCCFA (2010).

The changes from the CCCFA (and therefore the Act), did not change the obligation of a
student loan customer having to provide contact information to the Commissioner. The
changes placed certain obligations on the Commissioner around disclosure of information
to student loan customers.

Information being released

We have located the Communication Plan — Student Loan Redesign 22 August 2011. This
document provides a detailed breakdown of the planned communication strategy to the
student loan customer (borrowers) base between August 2011 and April 2013. The
purpose of the communications strategy was to make it easier for borrowers to understand
their loans and included changes to website information and correspondence. Please note,
some actions may not have been carried out, or in the exact way outlined in the plan.

There was emphasis on getting this information out to both New Zealand based and
overseas based borrowers. Considering there was a large population of overseas based
borrowers that we did not have contact details for, a direct and general approach for our
communication and marketing was used. Direct was used where we had contact details
(emails, Notify Me newsletter etc.), and where we did not have details, we used wider
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general advertising both overseas and in NZ to publicise the changes (we also used
nominated persons to get the information out to borrowers).

In addition to the communication plan, we have also located the OBBCI Facebook Ads 27
Sept 2012. This was the proposed plan of advertising the Act changes through Facebook,
as a communication channel. Some of the information in the attached documents has been
withheld under section 9(2)(a) to protect the privacy of natural persons, specifically non-
Inland Revenue employees.

No public interest in releasing the withheld information has been identified that would be
sufficient to outweigh the reasons for withholding. The enclosed documents contain
information that is outside the scope of your request. This information has not been
considered for release and has been withheld as “"Not in scope”.

Your request for all material, information, letter templates and copies of exact advertising
material sent to existing borrowers, about the changes to contractual conditions are
refused under section 18(e) of the OIA as the information no longer exists. We do not
believe any other departments hold this information. As mentioned in our previous
responses, under the Public Records Act 2005, Inland Revenue can dispose of templates
and documents when they are no longer required, actively used or referred to. This is
permitted under General Disposal Authority class 1.6.

Right of review

If you disagree with my decision on your OIA request, you can ask an Inland Revenue
review officer to review my decision. To ask for an internal review, please email the
Commissioner of Inland Revenue at: CommissionersCorrespondence@ird.govt.nz.

Alternatively, under section 28(3) of the OIA, you have the right to ask the Ombudsman
to investigate and review my decision. You can contact the office of the Ombudsman at:
info@ombudsman.parliament.nz.

Publishing of OIA response

Finally, please note that Inland Revenue regularly publishes responses to requests that
may be of interest to the wider public on its website. Your personal details or any
information that would identify you will be removed prior to it being published.

Thank you again for your request.

Yours sincerely

Jane Elley
Segment Management Lead
Customer and Compliance Services - Individuals
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Context

Purpose

This document provides a planned approach for delivering communications for the
Student Loan Redesign Project. This includes activities to publicise and promote
majority of the changes affecting borrowers and employers by 1 April 2012, and

the remaining changes by 1 April 2013. &
Background <i§§§; <§;9
The Student Loans Redesign Project is tasked with deliv the legislative ; <

changes of the Student Loan Scheme Bill 2011 through énhancement 's

FIRST system to implement the Act’s policy and adg istrative chan

The Student Loan Scheme Act 2011 introduce@‘ nt cha ow student

loans are repaid, manage and administered. T imarily affect
borrowers, but will have impacts on and r ion fromemployers, software
developers, payroll providers. The Act r %25 oyal assen 3 August 2011,
and the majority of changes will take From Apri
Key changes include the foIIowir@

- Near-real time transfer o ation from StudyLink to
ich to see a consolidated view of

Inland Revenue, whi
their loan balance.

i
e

wage earners every pay period will

- Student loan d ohs’on sal
be considered payme% ion unless there is significant over or

heé need for an annual assessment for the

C t under deduction may be required to have
cat eductions e through their employer.
- If is“a significan r deduction, a borrower can request for a
ise the amount will be will be applied to their loan balance

fund, othe
ey ma igible for the voluntary repayment bonus.
student rrowers must use a 'SL" tax code, unless they are
xemp
Intr@ftwo new student loan tax codes for salary and wage
earnhérs

CIR - used when IR requires extra deductions to recover
significant under deductions
SLBOR - used when a borrower wants to make extra repayments
through their employer. This can either be applied to the debt if
they're in arrears, or treated as additional repayments so they can
qualify for the 10% voluntary repayment bonus.

- Repayment exemption for full-time students who expect to earn less than
the annual repayment threshold ($19,084 for the 2013 tax year). They
can apply online for this exemption from March 2012.

- Special deduction rate (SDR) for borrowers with more than one job whose
income from their main (highest paying) job is less than the annual
repayment threshold. The SDR will be applied to their secondary
employment to reduce their deduction. Borrowers can apply online for a
special deduction rate from March 2012, for deductions to be made from 1
April 2012 onwards.
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- Annual administration fee of $40 will be charged to borrowers who have a
student loan balance of $20 or more except for those who have been
charged StudyLink’s establishment fee in the same year.

- Late payment interest will be reduced from 1.5% to .843% per month.
There will be further changes to how this is calculated from 1 April 2013.

The project will also deliver the following changes proposed in the Student Loan
Scheme Amendment (Budget 2011) Bill:

- Reducing the repayment holiday for overseas-based borrowers to one
year, and requiring borrowers to apply for a repayment holiday and
provide a contact person for those leaving NZ from 1 April 2012
- Excluding losses from income when calculating student lo payment
obligations from 1 April 2012 @
- Requiring a contact person for all new loan applications study
commencing from 1 January 2013
- Borrowers with an overdue repayment obligation@ ; which has been
overdue for a year or more, may no longer be eligible for a st oan,
which will affect new lending from 7 February 2013.
These legislative and administrative changes wi red th
enhancements made on IR’s FIRST platform, ill"be imp ented’'through a
phased approach. The main policy compon e delivere April 2012,
with the exception of checking deductio @ will go ki ly/August 2012.
The remaining changes which have mi act onbarrowers will be
implemented on April 2013. Imple ese changes through FIRST will also
provide borrowers with improved o rvi b them better manage
their loan account.

This communications pla @r activitie Q Stor ote the student loans
legislative and admini anges @ d“above and improved online

services over a 2-ye ame.

i 'mmun' re to internal and some external
stakeholders, tions fo e covered in the Redesign Project
Stakehold agement E@

| mc@pns strategy

key g@zﬁ\ﬁ communications strategy is to assist borrowers, employers

and ot diences be aware of the changes brought by the Student Loan
Scheme 011 and Student Loan Amendment (Budget 2011) Bill; and
u .Q the impacts and actions they need to take.

ategy and approach

is communications plan has a two-pronged strategy targeting mainly borrowers
nd employers. Employers must understand and implement the necessary

changes to their accounting processes and upgrade their payroll software by 1
April 2012 to accommodate the new rules and processes resulting from full and
final deductions. Borrowers, on the other hand, must understand and comply with
the new rules around student loans, encouraged to actively manage their loan
account online, and prompted to apply for the special deduction rate or
repayment deduction exemption if they're eligible for these, before April 2012.
Changes to the repayment holiday as introduced in the Student Loan Scheme
Amendment Bill present challenges with regard to timing, as borrowers need to
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be aware of this before they leave New Zealand but our messages have to be
couched pending the enactment of the Bill.

The approach for borrowers will be a combination of online, print and radio
advertising and business-as-usual communications to provide them with a
summary of the changes and direct them to the IR website to raise their
awareness on the changes and make informed decisions. Further information and
scenarios to explain the impacts of the changes may also be provided through
articles in IR and external publications as appropriate.

Communication activities for borrowers will also focus on encouraging them to
register and use our online services so they can better manage their student loa
account. We'll also have a joint approach with StudyLink to co cate the @

changes to borrowers currently studying, with emphasis on ¢ ch as
consolidated view of loan balances, repayment deduction for full-time
students and special deduction rates for borrowers with e than one employer.
We will take a collaborative approach with the Budget 2011 project t
communicate the student loan and KiwiSaver ESCT changes. Th i

positioned as 1 April 2012 changes to make it sy \as possibl mployers
to understand the changes happening by that ur aim.ds to provide
employers with details of the changes to em take ropriate action e.g.,
update their payroll systems and processe implement changes.

Phase 1 - Awareness 3 2 - Promé¢

We will take a phased appr in communi ng the April 2012 and April 2013
mployers. Pre=Christmas BAU communications
% arenes Q e'change (Phase 1).
ising activit will ramp up in February-April 2012 to
and create u ¢y around the actions borrowers and

-April 2012 communications activities will
g s and include communications/advertising
2 changes (Phase 3).
at student loan changes are accompanied by concise, high quality

<eib
un advertising will use a phased marketing approach which
involves i stomers through the following phases:

Knowledge

"I understand how student
loan changes impact me.”
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Awareness

"I will make the change.”

Objectives
External communications objectives

Student loan borrowers

e are aware of the changes and how it affects them

¢ understand what they need to do as a result of the chang

e understand what they can do as a result of the changes @
Employers @

e are aware of the changes and how it affects the

e understand what they need to do to implement the nges.

Tax agents @
e are aware of the changes and how it a eir clieng%

e provide appropriate advice to their cli
Nominated persons i i:: . % E
e are aware of how the change y stud orrowers they are
a NOP for.
Alternative contact person
e are aware of their roles-and responsi once the Student Loan
Scheme Amendm is ena ::

ancial advisors, budget advisors,
the change g. it affects borrowers

u/éséc?
. %g;a re of changes and understand that the new requirements will
rs

5
=
c
o
3
0,

ly with their obligations. Most NZers will know
udent loan whether it's a family member, friend or

dia coveérag lects our key messages.

I | g‘ommunications objectives

¢ Relevant staff are aware of the student loan changes and the part they
play in implementing them.
* Relevant staff have the information and resources they need to be able to
implement the changes.
e Other projects interdependent with Redesign are aware of Redesign’s
activities and progress.

Communication principles

External
o We inform and educate.
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o Where appropriate our communications are part of a coordinated effort,
i.e. backed up with action.

o We promote e-channels and self-management wherever possible.

o We present consistent information and messages.

o We build on Inland Revenue’s reputation as a credible and responsible
administrator.

o We take a no-surprises approach once we go live.

o Our communications are clear and easy to understand.

o We use online channels to communicate where we can and other channels
where we must.

o We work closely with our Student Loans partners to ensure consistency
and co-ordination of communications to borrowers. @ @

Internal
o We work closely with our business partners to ensuré
npl
app

coordination of communications to borrowers and e ars.
N - op@onest

o We will tell our people about things before they h
- so they can process and understand the i

o We seek to time communications so that In
expected levels of customer contacts (

approved content to meet internal g;i ).
o We will be clear about what the impa are a

- simple and concise.
o We will enable our leaders
o We align communication
deadlines allow, e.g. Bud

changes to employ

Tar @iences
s ive changes will have the most noticeable effect on NZ-based

érs-earning over the threshold each pay period, borrowers currently in
due to the introduction of the consolidated loan balance due to the daily

bo
FUd
nsfer of the loan information, and employers/ intermediaries.

verseas-based borrowers and non-compliant borrowers will also need to be
made aware of the changes to the way interest and penalties are charged if they
don’t pay on time, and the shorter repayment holiday.

All borrowers and their nominated people will benefit from the enhanced online
services. The groups who will benefit most from communications are as follows:

e NZ-based borrowers earning income from salary or wages
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e NZ-based borrowers earning income from salary/wages and from other
sources (more than $1,500 per year from interest & dividends, election
day work etc)

e Employers, tax agents/intermediaries and software developers
Overseas-based borrowers who left NZ in the last two years and will be
affected by the repayment holiday changes
Overseas-based borrowers off their repayment holiday

e Nominated people, alternative contact persons and other influencers

See Appendix Two for detailed explanations of how each target audience is
affected. &

Stakeholders

A complete list of stakeholders has been identified in the Re akehold
Engagement Plan. The stakeholders outlined below have a'pa lar role to play
in communicating the student loan changes to borrowers; loyers a he
public.

Key stakeholders for Redesign project co

External stakeholders
Name Contact

Minister of Revenue s9(2)(a) Need to keepthem informed re
igh leve timing, implementation
s9(2)(a dvértising/communication of SL

IR co

| Ron Grindle ﬁ

SL Governance Group \Rén Grindle@ Sets high-level communications

Minister of Tertiary Education

strategy for Student Loan Scheme.
Need to keep informed and align
messages with high level strategy.

Cross-Agency work \g Estelle \e@evre Manages the student loan work

programme lead programme and reports to
governance group - Student Loan
programme manager coordinates
s9(2)(a)

SLcr y borrower s9(2)(a) Manages all communication
in@@ up N messages to borrowers across the

3 partner agencies

S udyLin s9(2)(a) Manages loan applications. Work
together to promote SL changes to
students and to MSD staff who

may have student loans.

Mini o@cation s9(2)(a) Oversees student loans policy.
Work together to promote SL

changes to students and to MOE

staff who may have student loans.

C emenger BBDO s9(2)(a) Inland Revenue’s preferred
supplier advertising agency.
Manage and inform.
Colmar Brunton and/or UMR | 89(2)(a) Market research companies.
Evaluate effectiveness of
communications activities.

NZ Union of Students Assn, Estelle Le Lievre Conduit for communications to

universities and tertiary students. Provide these groups

education providers with awareness of SL changes so
they can inform students.

Payroll and accounting SWDG These groups will advise their

software developers, PAYE clients of the changes and provide

Inland Revenue Student Loan Redesign Project Communications Plan In Confidence




Not in scope

intermediaries, Tax agents NZICA - them with updated payroll and
accounting software.

NZICA, TINZ, Retailers Assn, | $9(2)(a) Provide these groups with

Business NZ, Chambers of awareness of SL changes so they

Commerce, Small Business can inform members.

Advisory Group, Ethnic

Businesses, etc.

CABs, Sorted (Retirement TBC Provide these stakeholders with

Commission) awareness of the changes so they
can educate their
clients/customers.

Media - newspapers and s9(2)(a) Provide information about the

magazines (business, changes for pro and reactiv

consumer, trades, ethnic) media releases.

178

Internal stakeholders

Y

D

Name

Role

Ron Grindle

Sponsor and link %)PSC,
Minister. S

Linda Greville, Brendon Jones

Proj \eaf;T(provi i d\c@w ent and
tech info for package
_and disseminate).’

Lakshmi Sreekumar

roject change ‘manager (keep
i} med o nal communications
at may'im change comms)

Maurice Lawlor

\ér, Student Loans (review

Dean Lawrence

N

istance (review and approve comms

?@mer Service Manager- Individuals,
A
proach, activities and messages)

Estelle Le Lievre %

A%

Product Manager, Student Loans
(review and approve comms approach,
activities and messages)

Richard O@

Business Lead, OBBCI (review and
approve comms approach, activities
and messages)

éi@ﬁer, Gilliw

Communication & Inquiry (keep
informed of comms/advtg approach,
timing and implementation)

A\cfrienw”en Campbell

Media and Internal Communications
and Customer Information - media,
external and internal publications

tha Rodgers

Assistance (Contact Centre call
management, forecasts, caller intell
etc)

yichael Wright

Assistance (Contact Centre call
management, forecasts, caller intell
etc)

Sue Wilton

IKM - Web publishing team

Jim Strivens

Legal Technical Standards (will need to
sign off any information that is sent
externally)

Martin Neylan

Policy Advice Division (PAD) - SLS Act
subject matter expert

Rachel Brough, Ihipera Bethell

Community Relationship staff

Inland Revenue |
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Jane Stringer Customer and Product Innovation -
SMEs, Tax Agents etc

Mark Tapara, Karen Hooper Customer and Product Innovation -
SDLU

Anthony Major, Dallas Hooper Returns and Events Delivery Team

Communication interdependencies

e-Services programme of work: various initiatives and projects within e-
Services will impact Redesign communications, and the extent o%will

become clearer as the Project progresses. One project that ha
interdependency is the e-Alerts & GST Project. This should %%%«
ations,

enable @
Redesign to send information to borrowers registered for o ices via emai
& particularly @s

alerts. This will form an integral part of Redesign comm
a method to promote the online services.

Another interdependent project under e-Services i e Families @c iduals
Workspace (FIW) Project. FIW's student loan ¢ onent will b ed, with
the consolidated view of loan balances going live from April

consolidated view and enhanced online se d to ompmunicated to
borrowers. E-uptake messages will hav links to esign Project and
will be dependent on when these en go Ii

Student Loans (Assistance): thethr iali Assistance) sites will
carry out work to be handed ove the Red oject, and will implement

nges. taff will communicate with
and text messages, and all
essages and align with our

the back-end processes of the-legislative ¢
borrowers through lette calls, ema

communication should i
communication objec .
: involvement o%iﬁ ine staff, notably Contact Centre staff,

Community Relationships st ical support staff and Community
Complianc rs in providing clear and correct information to student loan
customer: he change ill be vital to the success of Redesign

comm@ s.
C 'iedesign has to update around 115 student loan or
%5 loan-rela
perations LKe
timeframe
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Messages

Key messages

High-level messages
For borrowers:

and have a student loan.
Register for our online services so you can easily m
loan anytime, anywhere.

NZ-based borrowers:

Student loans are changing from April 2012 to make it easier you to meet

your student loan obligations. &
You need to use an "SL” repayment code if you're a sala age earne@

ur stude@

If you're a New Zealand-based borrower o
manage and repay your student loan will cha

From April 2012, you'll see up-to-date infofmmation a >urtotal loan
balance and see all your student loz ansacti ou nland
Revenue’s secure online service.

NZ-based borrowers in study:

The way you manage and r ur stud oan will change.

abou otal loan balance and see all
current year’s borrowing

your student loan transactions, incl

through Inland Re secure on service from April 2012.

You may be el an ex rom pay-period deductions if you
s ': = -

g of seas, you need to know about the proposed

You’ll see up-to-date info

changes'tao'the rep e oliday from April 2012.
Overse ed borrower
. e beenQ:g%eas in the last two years, you need to know about

the repayment holiday.

tudent loan anytime, anywhere.

osed chang
y r‘a sed overseas, our online services will make it easier for you to
- O

For all audiences
To find out how these changes affect you, go to
www.ird.govt.nz/studentloans
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Secondary messages

All borrowers e You can communicate with us safely and quickly through ou é%ure email service.
e It's quick, easy and safe to make repayments via the' IR website.
¢ You may qualify for a 10% voluntary repa onus make extra repayments of $500 or
more on top of your compulsory repaym ifyour reater than $550.
you ét loan account from 1 April 2012, unless

¢ A $40 administration fee will be char
you’ve been charged an establishr@ Link for the same year.

(o}
e From 1 April 2012, the late pa en % I} be reduced from 1.5% to .843% a month. There will

be further changes to how t IcuI m 1 April 2013.
e If you haven't been pay@ r loan{and

etlng your obligations, Inland Revenue may ask you to
repay your student loan

NZ-based borrowers

Yo
ob||gat 3@ ess there is a significant over- or under-deduction.

salary or wage earner, this means you’ll no longer need an annual square up via a Personal
T mary.

. @ ay notify and require you to have catch-up deductions made through your employer if you have
gnificant under-deductions.

If you have a significant over-deduction, you can request for a refund or have this applied to your
loan balance.
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You can request for a repayment deduction exemption (RDE) if you're a full-time student and expect
to earn below $19,084 in the tax year. You can apply online for this exemption from March 2012 and
provide your employer with the RDE certificate. You don't haz%t? use a special tax code for this.

d

If you have two or more jobs, you can apply for%ecial (@? d) deduction rate for your second
job if your income from your main job is less e pay- od repayment threshold ($367 a week)

but the combined income will be above th -period %ment threshold. A special deduction rate
on your second job will help you pay Just rlgh for your student loan. You can apply online
for the reduced rate from March 201 prov employer with the SDR certificate. You don’t

have to use a special tax code for @
Borrowers earning salary or wage)and i from other sources

Make sure you use the righ tudent Io yment code (tax code).
You're still required to fi R 31 ax Return and have an annual end-of-year assessment.
The student loan deductio ro salary or wage will be treated as your repayment obligation.

There’s a propose ge to e losses from income when calculating student loan repayment
obligations. Th o) a borrowers who file an IR3 Income and don’t have salary or wage

income.
Post-1 Apri m %g Your student loan deductions from your salary or wage will be treated
as your payme ligation, and you cannot offset your losses in your income from other

SOUW edchr student loan repayment obligation.

Overseas-based borrowers .

It r t@e@ge your NZ student loan online with IR’s secure online services account anytime,
g@imer

e
Even @u re on a repayment holiday, interest is still charged on your student loan so it’s a good
|dea% p making repayments when you're overseas.

i 1’ April 2012, the late payment interest will be reduced from 1.5% to .843% per month. There
e further changes to how this is calculated from 1 April 2013.

Register for IR’s online service so you can check your loan balance, update your details, and send and
receive secure email from us.

If you haven't been paying your loan or keeping up with your obligations, Inland Revenue may ask

Inland Revenue
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OBBs who left NZ in the last
2 years

you to repay your student loan in full.
To find out more, go to www.ird.govt.nz /student loans

From 1 April 2012, the repayment holiday for @eas—ba 1 ed borrowers has been shortened to one
year. If you're on a repayment holiday, you @ (o) when your repayment holiday ends as you'll

need to start making repayments earlier

Pre-1 April 2012 message: There are proposed changes to the gepayment holiday that may affect you.
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Appendix 1 — Communications tactical plan

Note: The Redesign Project Stakeholder Management Plan includes communication actions for internal and external stakeholders.

The communications action plan below largely covers activities to promote Phase 1, where majority of the legislative changes and enhanced onlin
according to the project’s timelines, and may be updated accordingly. Phase 2 key messages, call to action and tactical activiti

External communications tactics
Start date

What (channel/medium)

End date

ill be determi

Who's involved?

rvices will happen. Activities will be phased and timed
early 2012, but may likely be similar tactics to Phase 1.

Details

External

Target audience

o]

Advertising campaign

Comms brief/response to
Clemenger re creative and
media plan

Align Comms with advtg
campaign - messages and
creative where necessary.

Types of advertising may

include (TBC):

e Online

e Google adwords
e Radio

e Print

Proactive and reactive media
and external publications:

Meet with Media team to
discuss timings

Draft initial media story
schedule on SL changes and
update.

Background information, key
messages, questions and
answers, examples/scenarios

Planning from
August 2011

Initial creative and
planning TBC

24 August

April 2013

TBC

When released:
N/A

Borrowers (NZ- and overseas-based)
Students

online egi

seryices) untdown to when
sy oes live in April 2012
further changes taking effect

o lici
pril 2013
& nforce key messages until April
13

Use SL repayment code
register for online services
- managing student loans online
- repayment holiday changes for
OBBs

v

Secondary messages for general public:
e Find out what these changes

mean for you on our website:

www.ird.govt.nz/studentloans

Media
o Businesses and industry
o Key influencers and business
journalists and commentators
o Borrowers
o Students
o General public

Details of SL changes

o Implementation date/s and when to
take action

o Impact on employers and borrowers

o Full and final’s impacts e.g. Over- and
under deductions, special deduction
rate, repayment deduction exemption
on borrowers and employers and what
they need to do

o Examples and scenarios for SLCIR,
SLBOR and SDR repayment and late

Lead: Comms Cristina Samson,
Jennifer Leman, Support:
Project team for QA
Complete/do: Comms

Sign off: Kirsty Bennett, Ron
Grindle, LTS, PSC, John Goulter,
DC Corporate Services

Note: sign off points will vary
for different parts of campaign
e.g. approval of creative will be
different to funding approval etc

Lead: Media team (David,
Barbara and Brian)
Support: Comms (Cristina)
Complete/do: Comms and
project team

Comms Sign off: Kirsty Bennett,
LTS and Ron Grindle

Inland Revenue
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What (channel/medium)

o Provide info to Brian Bond

o Provide story ideas for media
team.

o Externals will include
industry/sector publications,
tertiary institute newsletters/
websites, Sorted, SJS, expat
websites e.g. KEA, etc

o Joint Ministers media release
when Redesign goes live

Start date

When content
becomes available.

End date

Target audience

Key message/s

payment interest calculations

Who's involved?

DL flyer insert in IR23ES September Jan 2012 - IR23ES o Borrowers who have a special tax o Imp f SL changes. on special tax Lead: Comms (Cristina)
renewal select code codes ~‘use SLBOR repayment code, Support: Project team
RDE or SDR certificates instead Complete/do: Comms and
S osses can @ d for student project team
loan purppse Signoff: Kirsty Bennett, LTS and
6/ Visit wiww.ird.govt.nz/studentloans for = Ron Grindle and LTS
@ mor
A
DL flyer insert in StudyLink’s October Jan 2012 o Borrowers currently in stu Changes to student loans are Lead: Comms (Cristina),
January bulk statement run o < appening StudyLink (Diane Fraser)
@ You'll see a consolidated view of your | Support: Project team
9, e loan balance from IR’s website and Complete/do: Comms and
statements from April 2012 project team
o Visit www.ird.govt.nz/studentloans for = Signoff: Kirsty Bennett, LTS and
@\ more info Ron Grindle and LTS
DL flyer insert in April bulk September April 2012 o E 'st}n@frowers o Overview of SL changes brought by Lead: Comms (Cristina)
statement run Act Support: Project team
o Proposed changes as announced by Complete/do: Comms and
Budget 2011 project team
o Visit www.ird.govt.nz/studentloans for = Signoff: Kirsty Bennett, LTS and
v more info Ron Grindle
Overprinted IR250 envelope September o Find out the changes to student loans  Lead: Comms (Cristina)

for April bulk statement run
(special one-off run)

April zo%

o w borrowers

— go to www.ird.govt.nz/studentloans

RED team
Complete/do: Comms and RED
team
Signoff: Kirsty Bennett, Ron
Grindle

HTML email viral campaign
Most targeted and far-reaching
approach. SL online forum results
showed people prefer to receive
SL info via email than paper, so
readership should be higher than
if we sent a flyer or letter. This
can also be forwarded to
borrowers who don't receive
email.

Planning from
November 2011

()
February 2012

NZ-based and overseas-based borrowers
with known email addresses

Nominated persons with known email
addresses

o

(0]

Student loans are changing to make it
easier for you to meet your obligation.
It's now easier to manage your
student loan online anytime,
anywhere.

Provide summary of changes
Proposed Budget 2011 changes on
repayment holiday and losses
Promote details of what they can do
online e.g. apply for RDE, SDR

Lead: Comms (Cristina/
Jennifer)

Support: Project team
Signoff: LTS, Kirsty Bennett,
Ron Grindle

Details

Inland Revenue |
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What (channel/medium)

Start date

End date

Target audience

more info

Key message/s

Who's involved? Details

www.ird.qovt.nz August 2011 End date: April o Borrowers o Detai evant infor @o -about Lead: IKM (web team) Comms
www.whatstax.qovt.nz onwards 2013 o Employers SL n Support: Project team
Comms will: Sign off deadline: o Tax agents o E s and sce for'SLCIR, Complete/do: Project — Cathie
o Time and supply info for N/A o Media SLBOR-and SD ent and late Wilson’s team (technical
approval and web publishing. When released: o General public changes), Comms
. 23 August N/A Cristina/Jennifer Leman (web
o Create webpage outlining all -
SLS Act 2011 changes strategy and links to
September advertising)
o Revise Student Loan Sign off: Kirsty Bennett and LTS
campaign page to fine-tune
presentation, update content
and link to update relevant SL
webpage.
. Check fortnightly
o Insert new cqntent as it with Project
becomes available
o Development and Ongoing @
management of banner ads @
o Linking content to overall
Comms approach @
Project will:
o Update relevant SL webpages
Content/resources for October 2011 April 2013 - c\ﬁfudent o Details of SL changes Lead: Comms (Cristina - IR and
StudyLink’s borrower ongoing o Implementation date/s and when to Diane - StudyLink)
channels w take action Support: Project Team
o StudyLink website @ o Impact on borrowers Signoff: Kirsty, Estelle and LTS
o StudyLink News o What borrowers need to do
o Email to borrowers @ @
o Joined up SL/IR landing page
o Campus presence during OR
week (provide flyers)
Content for external websites: | 22 August 2011 April 2013 - s Students o Details of SL changes Lead: Project Team
o MoE o Borrowers o Implementation date/s and when to Support: Comms

o Sorted
o Student Job Search

ongoing %

(o]

General public

take action

o Impact on and borrowers

o Details on new processes re
statements will be issued by IR,
StudyLink loan balances will be
transferred to IR in near-real time -
what this means for StudyLink
customers from April 2012 etc

Complete/do: project team
(technical changes)
Sign off: Kirsty Bennett and LTS

CIU newsletters

Notify Me
Agents Answers: Provided article
for July

September
onwards
7t from Aug-Dec

4% from Aug- Dec

End date: April
2013

Sign off deadline:
N/A

When released:

O 0 0 0 0

Borrowers
Tax agents
Employers
Payroll clerks
Influencers

o Details of relevant information about
SL changes

o Implementation date/s and when to
take action

o Impact on employers and borrowers

Lead: CIU

Support: Comms Cristina and
project team

Complete/do: CIU

Sign off: Comms, project team

Inland Revenue

Student Loan Redesign Project Communications Plan

In Confidence




What (channel/medium) Start date End date Target audience Key message/s Who's involved? Details

Families and individuals N/A : 2 Details of SL changes Lead: Project team (Linda
website workspace Sign off deadline: Where to go for more information Greville, Suzie Allum/Cathie
notifications TBC Effective date Wilson)
Support: Comms
Complete/do: Project team
Sign off: TBC
Create new letters and Alter 1a Borrowers Update all relevant publications, Lead: Project team(Suzie
115 SL publications, forms i eadline: General public guides, forms, letters etc with Allum’s team)
and letters. applicable changes Support: Comms as required
When released: Complete/do: Project team
TBC Sign off: TBC

Internal communications tactics

Inland Revenue Student Loan Redesign Project Communications Plan In Confidence
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Appendix 4 — Communication channels

Note: these are potential channels and may not all be possible

Target audience/s

External - Overseas
based borrowers

Potential channels

Advertising campaign consisting of

External - NZ based
borrowers,
nominated people,
students

- Web-based advertising campaign
- Email to overseas borrowers with up-to-date
email addresses.
Notify Me email update @
NZ embassies and High Commission
Advertising campaign consistin
- Web-based advertisin ign
- Print-based advertisi
- Radio-based advertisi
- Flyer insert wit statement
- Flyers provided to student jo
s/articles in mu , ethnic &
el s/
existing pages and
w ner messages.
i anizations e.g. MoE
Q@s - updating and new
resentations prepared for
hip staff, as appropriate
istry of Education’s websites - links
ommunications to students
umni and student publications
students sent from tertiary institutes

institute websites
Me email update
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