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Our Five Shifts 
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Devolved Decision Making 
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Our Contact Centre 
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We have used four themes to develop a 
connected set of indicators 

Perceptions 
of working 

in 
networked 

ways 

First contact 
resolution 

Evaluation 
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networked 
groups  

Quality of 
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decision 
making 

Next best 
conversation 

Simpler 
processes 

from 
devolved 
decisions 

Perceptions 
of  

intelligence 
and insights 

Working 
together as a 

networked 
organisation 

Rapid and 
devolved 
decision 
making 

Our people  
apply their 
skills and 

capacity more 
broadly 

Embedding 
customer 
insight 
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Automation 

2015-16 
105,000 Hours 

Created 

2016-17 
153,000 Hours 

Created 

2017-18 
179,000 Hours 

Forecast 

2018-19 
200,000 Hours 

Target 
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First Contact Resolution  
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Takeaways  
“A company is  

people. Employees 
want to know – am 
I being listened to 

or  
am I a cog in the 

wheel? People 
really need to feel 

wanted.” 
- Richard Branson 

Coach and Support 
your people to 
confidence 

Create a culture of 
empowerment 

Time and space to 
Innovate 
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Thank you  

Questions? 

Contact Details 
Jane Elley     
jane.elley@ird.govt.nz   
+6439681023 
Linkedin.com/in/jane-elley-28199371  
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