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[IN CONFIDENCE RELEASE EXTERNAL] 

 

 

15 September 2025 

 

Dear

  

Thank you for your request made under the Official Information Act 1982 (OIA), received on 20 

August 2025. You requested the following: 

I am requesting the following information under the Official Information Act: 

For each of the last 12 months: 

1. The min, max, average, median number of staff answering calls, summarized by the 

department/team, hour of day (during calling hours) and month (e.g. June 2025 1pm-

2pm). 

2. The min, max, average, median number of incoming calls, summarized by the phone 

number, hour of day and month (e.g. June 2025 1pm-2pm). 

3. The min, max, average, median number of incoming calls responded to by a human, 

summarized by the phone number, hour of day and month (e.g. June 2025 1pm-

2pm). 

4. The min, max, average, median number of incoming calls where IRD ended the call 

due to lack of capacity, summarized by the phone number, hour of day and month 

(e.g. June 2025 1pm-2pm). 

5. The min, max, median, average, and 90th and 99th percentile of the response time 

to MyIR messages in days. 

6. The total number of hours in each month where a phone number was marked as 

unavailable during official calling hours on the IRD website contact pages wait times. 

For each of the last 5 years: 

7. Number of MyIR messages received 

8. Number of MyIR messages responded to 

9. Average delay in responding to MyIR messages 

10. Number of phone calls made to any IRD number 

11. Number of phone calls answered by a human 

12. Number of phone calls where the customer performed an action through an 

automated menu 

13. Number of phone calls where the call ended with no human response and no 

automated action performed by the customer 

14. What actions are management taking to improve the responsiveness to messages and 

calls? 

  






























