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IR For the Future 

In March 2011, the New Zealand Inland Revenue Department launched its new strategic 

document IR for the Future.  This document describes at a strategic level the purpose of 

Inland Revenue and the key challenges going forward. 

 

It includes statements on what we are here for, what we want to be, and what is important to 

us – that is our mission, vision and culture. 

 

IR for the Future also outlines the Inland Revenue Departments six Strategic Priorities, 

which will be the areas the department will focus efforts and resources on to reach the 

desired state.  These six priorities, detailed below, will influence business plans across the 

department, and assist in developing the department’s Strategic Plan.  

 

Our six strategic priorities 

We retain, develop and attract high-calibre people with the skills required in 

the future – enabling a culture of service and excellence 

 Leaders provide strong direction and change leadership as we move through periods of 
considerable change.  

 Increasingly, we are open to new ways of working and resilient to ongoing change.  

 Being innovative will help us find more efficient and effective ways of working and 
improve productivity  

 Our culture will be one of trust and respect; we apply greater judgment and we tailor 
our approach to the treatment of risk.  

 Our people will be highly-engaged, technically competent and well-managed. The mix 
of skills our people have will develop as will our culture.  

 Collaboration and co-operation will be important in working with external parties. We 
will learn how to operate in an environment with less emphasis on direct control.  

 Abilities we will require more of in the future include exercising judgement, 
interpretation, robust decision-making and stronger relationship skills. We will be 
more customer focused and proactive.  

We improve the efficiency and effectiveness of government through working 
with other agencies and private providers 

 We are leaders in collaborative service delivery across government.  
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 We actively seek opportunities to work with external parties to provide better services 
for New Zealanders at lower cost and improve compliance.  

 We understand the business of external parties and work with them to provide mutual 
benefits. Our first preference will be to utilise external parties to build our services and 
achieve economies of scale that we can’t achieve on our own.  

 We leverage new and existing relationships with other agencies and private providers 
to share delivery of our services and support of our mutual customers, working with 
them to specify and co-design services.  

 We manage our relationships based on the needs of the situation (one size does not fit 
all). We’ll understand how we can contribute to wider government services, and how 
external parties can contribute to our services.  

 We need appropriate secrecy and privacy protections in place to achieve cross-agency 
goals and ensure customers have confidence that their personal information remains 
confidential and secure.  

We proactively influence voluntary compliance and address the causes of 
compliance risk and threats through a range of interventions 

 We identify and remove barriers to compliance.  

 We manage compliance holistically, taking a long term preventative view based on 
addressing the causes of compliance risk and using intelligence, research and 
evaluation to inform our decisions.  

 Our interventions vary – from policy design, social marketing, assistance, debt 
prevention and collection, and through to top end audit – based on customer 
behaviour.  

 We focus more on influencing norms, giving customers’ confidence they are doing the 
right thing, and deterring non-compliant behaviour. To enable this we will ensure that 
compliance priorities drive our organisational resource allocations.  

 We foster proactive compliance through applying technical excellence to build trust 
and confidence in our systems and processes.  

We use our information to make timely decisions and build an intelligence-led 
organisation 

 Managing information is a fundamental part of everything we do in managing 
compliance and the integrity of the tax system.  

 We manage our data and intelligence as a corporate asset, improving data quality and 
integrity and timeliness.  

 We will collect a greater range of information and data from a greater range of sources.  

 Our business operations and compliance activities will be informed and supported by 
high-quality data, intelligence analysis and management information. We will use our 
information to make decisions – developing intelligence about segments of customers 
at risk of non-compliance, understanding service and channel preferences and 
increasing efficiency by understanding our product and intervention costs.  

 As we migrate to a model where external parties are reliant on the information we 
hold, and we are reliant on their information, the quality and timeliness of shared 
information will become increasingly important to external parties and customers.  

 We will need to carefully manage how we share information to ensure customer 
confidence and achieve cross-agency goals. 



Our systems meet current and future needs 

 We modify our systems and processes to be reliable and provide the flexibility to 
respond to continuing high levels of operational change.  

 We mitigate risk by renewing our business applications and technology platforms in an 
architected way, to support business changes and participation with other agencies and 
private providers.  

 We develop processes to ensure we achieve value-for-money and realise the benefits 
from the changes we make to our systems and processes.  

 To achieve this we must understand our strategy, and align our planning and decision 
making processes so they support us moving toward ‘what we want to be’.  

We move customers to cost-effective channels while creating an environment to 
make it easy for customers to self-manage 

 The channels through which we interact with customers will change.  

 We prefer the use of cost-effective automated channels – particularly for high volume, 
straight forward transactions such as filing and paying – and will encourage customers 
to interact with us this way.  

 We progressively reduce the paper channel as we expand our automated offerings.  

 We improve the design of our channels – including those provided by external parties 
– to enable easy customer self-service and provide greater certainty to customers.  

 Our approach to customer interactions will follow a hierarchal approach that seeks to 
remove the need for customers to contact us (e.g. first looking to eliminating the need 
for contact, then looking to automate the contact, then delegating enquiries, etc). 

 


