
26OIA1277 

Page 1 of 3 

[IN CONFIDENCE RELEASE EXTERNAL] 

15 September 2025 

 

 

Dear  

Thank you for your request made under the Official Information Act 1982 (OIA), received on 26 

August 2025. You requested the following:  

1. When was the decision made to remove the option to speak to an actual human being

on a call to the IRD phone number?

2. Who made the decision to remove the option to speak to an actual human being on a

call to the IRD phone number?

3. When was the following automated response added to the IRD phone line: "We can't

answer your call right now...  ...Thank you for your understanding:" followed by an

automatic hang up added to the IRD phone line.

4. When was the response time for IRD website requests changed to 15 working days?

5. Who approved the decision to change the response time for IRD website requests to

15 working days?

6. Please provide confirmation that an actual IRD call centre still exists, along with

staffing numbers of the past five years.

Please provide supporting documentation to each of the six requests above. 

Item 1 and 2 

There have been no decisions made to remove the option of speaking to an officer when 

contacting Inland Revenue via a phone line.  

When a customer contacts Inland Revenue the Interactive Voice Response (IVR) system routes 

customer calls to an officer based on the customers interactions with the IVR system, such as 

answers to automated questions.  

Item 3 

The automated message “We can’t answer your call right now. Thank you for your 

understanding,” is utilised when phone call volumes exceed the available number of officers. The 

message is also regularly reviewed and updated as required. 

Your request for the exact date the automated message was first implemented is refused under 

section 18(g) of the OIA, as the information is not held by Inland Revenue, and we do not believe 

it is held by another agency.  








