[IN CONFIDENCE RELEASE EXTERNAL]

260IA1398
Inland Revenue

Te Tari Taake

22 October 2025

Dear

Thank you for your request made under the Official Information Act 1982 (OIA), received on 24
September 2025. You requested the following:

1. Annual Postage Expenditure
e Total amount spent by IRD on postage for each of the last three financial years, broken
down by month within each year.
2. Postage Methods and Models
e For each month and year, please identify the postage model(s) used, including but not
limited to: - Pre-paid envelopes - DX Mail or similar - NZ Post standard mail - Courier
services -
e For any other postage or mail delivery services used, please specify:
o The volume of mail sent
o The cost incurred
o The purpose or category of mail (e.g., tax notices, promotional material, legal
correspondence)
3. Current Holdings of Prepaid Postage
e What is the total value, if any, of all prepaid postage envelopes currently in IRD’s
possession? Please include:
o The number of envelopes - Their denominations or postage value -
o The provider (e.g., NZ Post, DX Mail)
o The intended use or expiry status, if applicable
4. Internal vs External Mail
e Please distinguish between postage used for internal government correspondence and
external communication with taxpayers or third parties.
5. Digital Communication Substitution
e Please provide any internal documentation or analysis conducted in the last three years
regarding the transition from physical mail to digital communication, including:
Cost-benefit analyses
Implementation plans
Barriers identified
o Estimated savings or efficiencies
6. Postage Forecasting and Budgeting
e Please provide any forecasting or budgeting documents related to postage expenditure
for the current financial year.

o O O
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7. Environmental Impact Considerations
e Please provide any documentation or analysis IRD has undertaken regarding the
environmental impact of its postage practices, including carbon footprint assessments
or sustainability initiatives.
8. Complaints Regarding Online Communications Platform
e Please provide the number of complaints received by IRD regarding its online
communications platform (e.g., myIR, secure messaging, email notifications) over the
last three financial years.
e If available, please break this down by:
o Month
o Nature of complaint (e.g., usability, accessibility, technical issues, responsiveness)

Items 1 and 2

There is variation in the figures provided for items 1 and 2, which reflect differences in accounting
methods (accrual vs payments).

I am releasing, attached as Appendix A (Tab 1), the total amount Inland Revenue spent on
postage (including print) over the past three financial years, broken down by month.

Please note that the expenditure in November and December of the 2022-23 financial year
reflects adjustments made in prior months.

Please note that the table in Tab 1 provides figures on an accrual basis.

I am releasing, attached as Appendix A (Tab 2), the total amount Inland Revenue spent on
postage (including print) over the past three financial years, broken down by month, volume,
and type of service and the total volume of mail sent by Inland Revenue over the past three
financial years.

Please note that the table in Tab 2 provides based on actual spending within the month
(payments).

The breakdown of mail volume by type of service is withheld under section 9(2)(b)(ii) of the
OIA, as releasing this information along with the breakdown of expenditure on mail by type,
would likely unreasonably prejudice the commercial position of the person who supplied it or
who is the subject of the information.

The purpose of international mail sent via New Zealand Post is to deliver tax notices to overseas-
based customers. The purpose of mail sent by the Marketing and Communications Group
depends on the specific campaign (e.g. awareness or compliance campaigns). The purpose of
mail sent by other groups within Inland Revenue is refused under section 18(g)(i) of the OIA, as
this information is not held in the level of detail requested.

Item 3

The current provider of prepaid postage envelopes is Premier Supply Chains, who submits
envelope print requests to the vendor, Candida, on Inland Revenue’s behalf.
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Inland Revenue places envelope orders based on 6-12 months of projected usage to minimise
the risk of envelopes going unused. The adhesive (glue) on each envelope has an approximate
shelf life of three years. Any envelopes that are three years or older are tested before use to
ensure adhesive quality.

As at 13 October 2025, the envelope stock on hand is as follows:

e IR573 envelopes: 4,359 units in stock. Approximate annual usage: 600 units.
IR574 envelopes: 431 units in stock. Approximate annual usage: 500 units.
IR575 envelopes: 16,400 units in stock. Approximate annual usage: 12,000 units.

The individual and total value of these envelopes is withheld under section 9(2)(b)(ii) of the OIA,
as releasing this information would likely unreasonably prejudice the commercial position of the
person who supplied it or who is the subject of the information.

Inland Revenue does not hold prepaid postage envelopes from any of its mail service providers.

Item 4

Inland Revenue does not record whether letters sent by mail are addressed to other government
agencies, taxpayers, or other parties. Therefore, this part of your request is refused under
section 18(g)(i) of the OIA, as Inland Revenue does not collect this information to the level of
detail requested, and I have no grounds for believing that the information is held by another
department.

Item 5

I am releasing, attached as Appendix B, Inland Revenue’s Local change initiative brief:
Paperless by 2030, which details Inland Revenue's proposal to significantly reduce the use of
paper mail by 2030. Some information in this document has been withheld under section
9(2)(g)(i) of the OIA, to maintain the effective conduct of public affairs through the free and
frank expression of opinions by or between or to Ministers of the Crown or members of an
organisation or officers and employees of any public service agency or organisation in the course
of their duty.

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.

Item 6
The forecasted postage (include print) forecast for the 2025-26 financial year is $9,652,026.

Please note that these figures differ from those in the Paperless by 2030 brief due to the timing
of the forecast. The brief’s forecast was produced in March 2025, while the updated forecast was
produced in September 2025. The latter incorporates an additional six months of historical data
and updated assumptions, including changes in output volumes and potentially contracted rates.
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Item 7

While Inland Revenue measures and reports on carbon emissions related to postage as required
by Carbon Neutral Government Programme (CNGP) it has not undertaken any analysis regarding
the environmental impact of its postage practices, including carbon footprint assessments or
sustainability initiatives. Accordingly, I am refusing this part of your request under section 18(e)
of the OIA, as the documents alleged to contain the information do not exist.

However, information relating to Inland Revenue’s carbon emissions, is available on its website
(ird.govt.nz), by searching for Qur carbon emissions.

Item 8

I am releasing, attached as Appendix A (Tab 3), the number of complaints received by Inland
Revenue relating to its online communication platforms over the last three financial years; the
breakdown of the complaints received relating to Inland Revenue’s online communication
platforms over the last three financial years by financial year and months, and nature of the
complaint.

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

James Sands
Domain Lead, PD&D - Design Support
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Document 1
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Inland Revenue

Local change initiative brief

Paperless by 2030

Sponsor: Joanne Taranaki, Enterprise Leader, CCS Planning Design
and Delivery

Business Lead: Rata Kamau, Service Owner, CCS Planning Design
and Delivery

Business Owner: James Sands, Domain Lead, CCS Planning Design
and Delivery

Benefit Owner: James Sands, Domain Lead, CCS Planning Design
and Delivery

Prepared by: Colleen Kautai, Domain Principal, CCS Planning
Design and Delivery
Date: 18 March 2025

This document is intended to be brief and concise to succinctly make your case. There
may be parts within the template that are not applicable, simply mark as not applicable
given the nature of your initiative.
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Purpose of this document
The local change initiative brief supports the first stage gate of this initiative lifecycle within
the initiative management framework for new initiatives - moving from Emerge to Discover.

The purpose is to present information about this initiative to allow the following to be
answered:

e Is there a valid problem or opportunity, and are the benefits compelling enough, that
justifies the initiative being considered?

e Does the proposed initiative align with IR’s priorities described within our Customer
Compliance Services plan?

e Are you explicitly clear on the proposed activities to be undertaken and timelines for
completion within the discovery phase?

e Should this initiative proceed into the discover stage of IR’s lifecycle?

CCSLT will endorse whether a local change proposal should proceed into the discover stage or
not.

The Local Change Prioritisation Group (LCPG) provides formal stage gates for all local change
initiatives through the initiative lifecycle.

Initiative Management Lifecycle

Emerge is the first stage of the initiative lifecycle. It ensures early visibility of the initiatives
coming down the pipeline as well as a process to enable initiatives to be considered before
resources are committed to them.

With the move into Discover, this stage enables the initiative to undertake further work to
more define and plan the activities needed to deliver the intended solution.
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Document contributors

| Review/specialist area | Named individual Contribution description | Date
Domain Principal - TCS - CCS PD&D | Colleen Kautai \ Author ' N/A
Service Owner - Supporting Testing, | Rata Kamau Review 20/03/2025
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Domain Lead - Design Support CCS | James Sands Review 21/03/2025
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1 Executive summary

The purpose of this initiative is to create a broad strategic approach/plan, that sets reduction
targets for the print channel and measures of success year on year. Using our data, we will
start to build a catalogue of discrete work items where we prioritise each item based on agreed
criteria. While this is a long term (5-year) initiative, each year is expected to focus on an
approved set of discrete work items (the scope).

To date, Inland Revenue has relied on natural attrition to reduce the print channel however the
migration of customers from print to digital channels has remained predominantly unchanged,

and the cost implication for Inland Revenue each financial year continues to increase. Doing
nothing is no longer plausible.
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As part of the discovery phase, if approved, as we deep dive into these work items to surface
the barriers and opportunities for the customer and explore possible solutions,
recommendations and decisions will be put forward to our governing bodies before any action
is taken. We expect as discrete items become more complex, diminishing returns will start to
factor more strongly from a range of perspectives where in some cases various work items will
stop.

The benefits of progressing with this initiative are:

e Enable customers to fulfil their obligations and receive entitlements through
notifications at the right time.

e Redistribution of operating funds from the print channel to other organisational
priorities.

e Reduction in the number of vendor relationships to maintain.

e Simplification of Inland Revenue’s digital environment (reduction in START processes
required to support the print channel and connectivity with vendor infrastructure).

We recommend this initiative move a 6-month Discover stage to undertake the analysis and
create a broad strategic approach/plan, that sets reduction targets for the print channel and
measures of success year on year. During this stage, pockets of quick wins may surface that
could be delivered to test the approach. If so, this will be raised to the appropriate
governance to decide whether to proceed or not.

2 Objective of the change

2.1 Introduction and background

The purpose of this initiative is to create a broad strategic approach/plan, that sets reduction
targets for the print channel and measures of success year on year. Using our data, we will
start to build a catalogue of discrete work items where we prioritise each item based on agreed
criteria. While this is a long term (5-year) initiative, each year is expected to focus on an
approved set of discrete work items (the scope).

Background

Business systems have adopted digital products and processes, making paper-based methods
very much the exception. Customers are also migrating to business solutions that include tax
components as part, though not the primary focus, of their offering.

This shift to digital business models offers cost savings and convenience for businesses, while
Inland Revenue benefits from improved compliance and administrative efficiency.

The transition to digital is advantageous for customers, the tax system, and Inland Revenue,
aligning with our digital-first approach?.

To date, Inland Revenue has relied on natural attrition to reduce the print channel however the
migration of customers from print to digital channels has remained predominantly unchanged,
and the cost implication for Inland Revenue each financial year continues to increase:

e Since July 2022, the annual ratio of print versus myIR has remained unchanged at
around 16%.

e Annually, IR generates 35-40M customer notifications and 100+M images from START.

e For print and mail this equates to 6M notifications and 17M images, and myIR.

! Digital Ecosystem Strategy
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e The print and post annual budget for 2024-2025 is forecast at $8.123M made up of
$6.450M (postage), $1.176M (print and mail) and $497K (procurement, artwork and
warehousing).

e The print and post annual budget for 2025-2026 is forecast at $9.678M made up of
$7.995 (postage), $1.181M (print and mail) and $501K (procurement, artwork and
warehousing).

e The print and post annual budget is forecasted to continue to increase over by 7.5% or
$1.555M, driven by a 19.3% increase in postage, each year.

Further to this, changes by NZ Post will result in in a reduction in mail delivery to PO boxes,
urban and rural addresses soon - strongly suggest that encouraging customers to move to
digital channels is a must. Doing nothing is no longer plausible.

As part of the discovery phase, as we deep dive into these work items to surface the barriers
and opportunities for the customer and explore possible solutions, recommendations and
decisions will be put forward to our governing bodies before any action is taken. We expect as
discrete items become more complex, diminishing returns will start to factor more strongly
from a range of perspectives where in some cases various work items will stop.

We are aware of the challenges impeding digital growth across the wider community. Digital
inclusion is an aspiration to ensure equitable access to IT technologies so people can
participate both socially and economically. Access to affordable broadband services, literacy,
quality technical support, ageism, low socioeconomic backgrounds are all factors that stymie
digital uptake. We must keep this in mind as this initiative unfolds.

2.2 What problem or opportunity are you trying to address?

This is an opportunity to reduce paper and mail for the print channel and create the
momentum that will support customers to move to digital channels. It will mean cost savings
due to a reduction in printing, postage and associated costs, a reduction in carbon emissions,
secure efficiencies as we get smarter and more efficient with our notifications to customers;
improve the customer experience and grow our digital channel.

The key problem we are trying to address is why or what is impeding customers in the “"16%"”
from going digital. Considerations include stemming the slow tide of customers moving from
my IR to paper. In some situations, IR who is bound by legislation to send a (paper)
notification for some of our products to the customer - is there room for change here? Are
there changes IR can make to be more efficient and effective with our notifications? There is a
mixture of businesses and individuals who don't use digital channels — why?

Using our administrative data, there is an opportunity to explore this in depth to identify and
group some of the issues/opportunities as a first step.

Using our community reach working with customers, there is an opportunity to engage with
staff, business organisations and community groups to provide further insights into the data
we have.

2.3 Please provide supporting data or intelligence

While this paper has detailed the print and mail fiscal costs both current and forecasted, a
broad initial analysis was conducted by CCS PD&D Performance and Reporting around
customers receiving outbound paper correspondence by segment, types of notifications over
an 18-month period (Jan 2023- Jun 2024). The analysis included whether customers had a
myIR account, actively using it, their notification preference - paper or viewable in myIR only,
or both. Some examples of that analysis are below.
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Initial analysis below highlights the volume and annual ratio of print versus myIR has
remained unchanged?

Customer Segment Paper Corrie by
Segments The data is from 01 Jan 2023
Families 2,119,399 onwards and provides a
Individuals 3,708,463 breakdown of outbound paper
- - correspondence (at a total of 8.9
Micro-Business 2,587,770 million lines) being sent to 5
Significant Enterprise 152,219 customer segments and an
Small -Medium Enterprise 292,424 CoNnE qEcE:
Unknown 38,682
Totals 8,900,957

Table 1.0 Paper correspondence by Customer Segment

The analysis of the myIR behaviour at the time suggested that some customers were moving
away from using or closing their myIR accounts due to their frustration with the
implementation of multi-factor authentication. The graph below highlights customer who are
receiving paper correspondence from myIR as well. This may be indicative of myIR accounts
that have been closed and reverted to paper or vice versa.

Customer Segment No. of Customers | No. of Paper Corrie No. of myIR

Paper Corrie
Families 199,838 654,928 17,430,270
Individuals 333,184 782,365 11,934,030
Micro Business 190,859 721,002 21,836,609
Significant Enterprise 12,058 127,837 15,648,879
Small-Medium Enterprise 33,386 176,444 23,332,795
Unknown 2,352 2,575 59,306
Totals 771,677 2,465,151 90,241,889

Table 2.0. By customer segment — receiving paper correspondence and MyIR paper correspondence

2.4 What are the implications if changes are not made?

Without taking a deliberate approach to reducing print and mail via the print channel, the data
analysis indicates that customer and organisational behaviour will not change. Inland Revenue
will miss the opportunity to achieve cost savings to the annual print and mail budget, harness
any efficiencies that might be identified during this work to address any customer pain points
or improve customer experience and grow IR’s digital channels.

Additionally, postage costs will increase year on year at a rate of 19-30%, 's 9(2)(g)(i)

2 see appendix 1 for additional supporting data
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Funding required to maintain the print channel will continue to increase year on year
(estimated increase of $1.5M for FY 25/26)3.

To mitigate the fiscal exposure of the postage increases and still achieve reductions, there
would need to be around a 30% annual drop in paper and mail.

3 Benefits and Impacts
3.1 What are the expected benefits from this initiative?
Business Benefits

e Enable customers to fulfil their obligations and receive entitlements through
notifications at the right time.

e Redistribution of operating funds from the print channel to other organisational
priorities.

e Reduction in the number of vendor relationships to maintain.

e Simplification of Inland Revenue’s digital environment (reduction in START processes
required to support the print channel and connectivity with vendor infrastructure).

Customer benefits
e People receive notifications they are entitled to at the right times.

e People have certainty about their tax and social policy obligations and entitlements
through notifications at the right time.

3.2 What measures will be used to track these benefits?

e Reduction in volume of paper notifications.
e Increase in uptake of myIR.
e Increase in the volume of myIR customers accessing digital correspondence.

e Customers re-signing up for a myIR account - to measure those customers who close
their myIR accounts for various reasons* thereby reverting to paper correspondence
and (later) returning to mylIR.

¢ Reduction in financial expenditure for Postage and Printing.

e Service delivery measures on timeliness - customer registrations, managing debt and
unfiled returns. We will actively track these organisational measures to mitigate any
unintended consequence of reducing the use of the print channel to notify customers.

Additional measures will be included, as identified, during the discovery phase.
3.3 What is the current state of your benefit measure?

e The annual ratio of print versus myIR continues to remain at 16%

e The print and post annual budget for 2024-2025 is forecast at $8.123M made up of
$6.450M (postage), $1.176M (print and mail) and $497K (procurement, artwork and
warehousing).

3 see Appendix 1 for summary of forecasted future expenditure.
4 Frustration with multi-factor authentication for myIR access
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e The print and post annual budget for 2025-2026 is forecast at $9.678M made up of
$7.995 (postage), $1.181M (print and mail) and $501K (procurement, artwork and
warehousing).

e Expectation is that postage will be the main driver of costs increasing year on year.
3.4 What is the target state of your benefit measure?

In the first 6 months:
e Define reduction percentage for Postage costs.
e Define reduction percentage for annual ratio of print versus myIR

In the first 12 months:
e Reduction in Print by 50% (print requests for publications sent) to negate expected
annual increase.

4 Priority Alignment
4.1 How does this request align with Eke Tangaroa and/or CCS
Priorities?

Inland Revenue continues to work at being effective and efficient, and within this initiative the
intent is reducing costs and driving up the digital uptake by our customers.

This initiative is about continuing to provide customers with real time notifications of their
obligations to enable them to have confidence and certainty about what that means for them.

CCS Priorities 2024-2025

Improved compliance and revenue
We maintain the integrity of the tax system and increase voluntary compliance/ We implement
timely and appropriate interventions/

Efficient and Effective
We improve our core business and support our customers as efficiently as possible.

For the priorities above it is about encouraging customers to move to digital and improving our
customer’s quality of experience due to products and services being easily accessible and
receipt of more timely information in real time.

Eke Tangaroa 2024-2025

Being Effective and efficient

Total system cost over time - reducing costs to delivery products and services, including
customer effort and cost

Fiscal outcomes - collecting the right information and tax at the time, revenue from
interventions, active debt management, refunds and entitlements paid on time and
accurately

Quality of experience - availability, quality, consistency, timeliness and simplicity of
information and service.

Integrity of the system -maintaining compliance, confidentiality and customer perception

5 Recommendations

We recommend this initiative move to the Discover stage to undertake the analysis and create
a broad strategic approach/plan, that sets reduction targets for the print channel and
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measures of success year on year. Note that if the opportunity arises for quick wins to be
delivered, these will be raised to the appropriate governance level for consideration.

While this is a long term (5-year) initiative, each year is expected to focus and deliver on an
approved set of discrete work items (the scope).

6 Appendix

6.1 Forecasted Expenditure

FY 2026-27 FY 2027-28 FY 2028-29
Postage $8,950,519.65 $10,609,739.15 | $12,574,821.50
Print $1,589,218.01 $1,536,703.25 $1,486,245.24
Other $359,283.52 $346,184.76 $333,567.57
Total $10,899,021.18 | $12,492,627.16 | $14,394,634.31

Table 3.0. Forecasted expenditure growth based on current volume trends

6.2 Further observation from the customer analysis of paper
correspondence and myIR.

Correspondance, number of customers, by month
NUM_CORRE / NUM_CUSTOMERS (millions)

202301 202302 202303 202304 202300 202300 202307 202306 202308 202310 202311 202312 202407 202402 202403 202404 202400 202400

INTERACTION_MONTH

m NUM_CORRE @ NUM_CUSTOMERS

Table 4.0 No. of customers receiving paper corrie — Jan 23- Jun

) ) Notification (letter) Type Paper Corrie b
Following the above, this ( ) Typ e T ¥
% ype

provides a breakdown of the

volume of paper by subject Income Tax Assessment 825,320

type being sent to customers. Notice of Direct Credit 147,613
Bank Account nhumber required 90,373
Summary of Account 67,623

Table 5.0. Notifications and paper 7 July Income Tax returns 64,994

correspondence

Agent linking/delinking Client 18,105
Your child support payments 13,890
Bank Account details updated 13,203
Overdue debt warning 12,545
Undeliverable email/initial letter 11,783
Totals 1,265,449
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