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Overview of our Transformation
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Our Five Shifts
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Devolved Decision Making
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Our Contact Centre

Auckland

IR Call Demand by Month

2017 2018

500,000
400,000
Palmerston North 300,000

200,000

c
o}
c
o
p
S
O]
o
9
S
@)

100,000

Wellington 0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Months

Christchurch

Inland Revenue
Te Tari Taake


http://www.google.co.nz/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwij1Ky9-9bRAhUBPJQKHXqpA6MQjRwIBw&url=http://www.squoodles.co.nz/products/flexi-chalkboard-wall-decal-map-of-new-zealand/&bvm=bv.144686652,bs.2,d.dGo&psig=AFQjCNF3zqoh6A-87c3yAZstLWZOFnpSOQ&ust=1485216085845699

We have used four themes to develop a
connected set of indicators
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Automation

We are here

Robotic Process
Automation

Intelligent Artificial
Automation Intelligence

"Simulates human "Simulates human
judgement” intelligence”

"Simulates human
actions”

2016-17

153,000 Hours
Created

2017-18

179,000 Hours
Forecast

2018-19

200,000 Hours
Target

2015-16

105,000 Hours
Created
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Account Review

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2016 2018

Inland Revenue
Te Tari Taake



10N

t Contact Resoluti

IrsS

F

Average of AHT_RATIO

e

-

AGENT

+ 3%

Total

Total

—— Poly. (Total)

. |

VvV

- 81/80/€

- 8T//0/1€
8T/£0/LT
8T/L0/¥T

T
(v}
<
™~
2
Q
o~

8T//0/LT
8T//0/€T
8T/.0/0T

81/90/8¢
8T/90/5T
81/90/T¢

TT
00
<
W
S
00
—l

8T/90/¥T
8T/90/1T
8T/90/9

TT
0
—
s
[le)
(=]
—
—

8T/50/6T
8T/50/5T
8T/50/2T

Ll
00
=2
Ly
2
o2)
-

8T/50/¥T
8T/50/0T
81/50/5

TT
00
<
=
2
e~
o~

8T/r0/cT
8T/r0/6T
8T/r0/9T
- 8T/0/0T

8T/10/¢€
8T/€0/LT
- 8T/c0/cT
| 8T/€0/0¢
- 8T/€0/ST
8T/€0/71
- 81/€0/8
- 8T/€0/S
- 8T/€0/1

180%

160%

140%

120%

100%

80%

60%

40%

20%

0%

-

DATE NUM

@
3
=
S
TR,
S
<~
=
g
£







Takeaways

“A company Is
people. Employees
want to know — am

or
am | a cog in thedd |
wheel? Peoplg/ai
really need to fe€
wanted.” %

y
|

- Richard Bran \.

- Create a culture of
empowerment

" { Coach and Support

your people to
confidence

Time and space to
Innovate
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Thank you

Questions?

Contact Details

jane.elley@ird.govt.nz
+6439681023
Linkedin.com/in/jane-elley-28199371
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