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Introduction

The New Zealand Customs Service’s (Customs) vision is:

Leadership and excellence in border management that enhances the security and prosperity of New Zealand
Customs' mission is to protect New Zealand’s border and revenue in order that New Zealanders may live in safety while actively participating in the global community.  Customs’ Māori name - Te Mana Ārai o Aotearoa - translates as 'the authority that screens and protects New Zealand'.  

Customs seeks to make a major contribution to four outcomes for the citizens of New Zealand:

Border Security:
The domestic and international communities have confidence in New Zealand’s border security and the security of New Zealand’s trade and travel channels.

Community Protection:
Risks associated with the flow of people, goods and craft into and out of New Zealand are prevented from harming New Zealand’s community, economy and environment.

Revenue:
All customs and excise revenue that is lawfully due is collected.

Trade Support:
Legitimate and compliant trade is fostered by efficient border regulation.

Customs contributes to these outcomes by:    

· Providing the Government with policy advice on the management of the border and commodity taxation, technical advice on the operation of international trade agreements, and intelligence and risk assessments on related illicit activity;

· Regulating the movement of international goods, passengers and craft across New Zealand's border, and the entry of excisable product into the New Zealand market;

· Managing the technology platform for international passenger, craft and trade data so that information needs of other departments can be met at minimal cost to the Crown and industry;

As it has to fulfil its mission within defined resources and with the minimum possible adverse impact on legitimate trade and travel, Customs uses intelligence and risk assessment to target its screening and inspection of containers, vessels and travellers. It also conducts audits to check compliance of non-risk goods and traders, and investigates and prosecutes where an offence is committed.

Underpinning Customs’ strategic framework is a set of the values, which sustain a strong culture that helps Customs accomplish its vision and mission:

· Integrity 

· Respect 

· Commitment 

· Agility

Customs works closely with the other border agencies, such as the Ministry of Agriculture and Forestry Quarantine Service and the Immigration Service and with a wide range of other agencies whose policy and regulatory interests it represents at the border.

Accessible government

All government agencies are asked to prioritise actions to increase their accessibility to disabled people. This is about getting the basics right, so that disabled people can access government on the same basis as other people.

These actions support realisation of the New Zealand Disability Strategy’s objective 6: foster an aware and responsive public service.

Four critical areas where disabled people interact with government agencies are: 

· information – such as brochures, letters, publications, websites

· buildings – such as service centres, corporate offices

· services – such as face to face at a service centre, call centres, information electronically or hard copy

· as an employer – such as job application procedures, job descriptions, accommodations in workplaces, intranets. 

Accessible information

Outcome: Disabled people can access publicly available government information on the same basis as non-disabled people. Disabled people know about, access and use government information and services.

Please describe against the suggested action outputs what your agency planned to do in the year ending June 2007, what your actual achievements were, and what you plan to work on for the year ending June 2008. 
Grey highlighted action outputs are new this year.

1. Online information (internet and intranets)

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Meet Web Guidelines version 2.1
	Redesign of HTML templates and CSS (cascading style sheets) to eliminate errors, improve document structure, increase accessibility, and ensure greater compliance with web guidelines and standards.


	HTML templates and CSS developed. Completed March 2008.
	N.A.


	2. Meet Web Standards & Recommendations versions 1.0
	N.A.
	Completed a website review June 2007
	(1) Develop and implement a Web Strategy.(require Communications Strategy to be developed prior to achieving objective).
(2) Purchase a new tool (such as a CMS) to manage  Customs’ website/intranet. .(require baseline funding to be approved  to achieve objective).

(3) Redevelop website.(require baseline funding to be approved  to achieve objective).



	3. Tested accessibility for disabled people
	(Part of what was planned under Action Out put 1) Redesign of HTML templates and CSS (cascading style sheets) to eliminate errors, improve document structure, increase accessibility, and ensure greater compliance with web guidelines and standards.


	HTML templates and CSS developed. Completed March 2008.
	See 2 above..

	4. Adapted to increase accessibility
	Redesign of HTML templates and CSS (cascading style sheets) to eliminate errors, improve document structure, increase accessibility, and ensure greater compliance with web guidelines and standards.


	HTML templates and CSS developed. Completed March 2008.
	See 2 above.

	5. Download files accessed as HTML, and not only PDF
	Ensure downloadable files are made available in both PDF and HTML formats for people who access the New Zealand Customs Service website. 


	Progressively working through pre-existing attachments e.g. PDF, word etc and converting to HTML format. 
Completed Accountability Documents and Fact Sheets at end June 2008. 
	New download files can be accessed as HTML, and not PDF only.

Work from the 2007-2008 plan carries over into the 2008-2009 to rewrite retrospective PDF’s with an expected completion date of June 2009.

	6. Plain English used
	Customs website continue to be produced in plain English.
	N.A.
	Current practice to continue.

	7. New Zealand Sign Language used
	N.A.
	N.A.
	


2. Hard copy information

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Plain English used
	Customs documents continue to be produced in plain English.
	N.A.
	Current practice to continue. ‘Plain English’ style guide to be implemented.

	2. Available in alternate formats, on request

	a. New Zealand Sign Language
	N.A.


	N.A.


	N.A.



	b. Braille
	N.A. (The need for the production of specific documents in Braille would be considered, "on merit" on a case-by-case basis).

	N.A.
	N.A

	c. Audio
	N.A.


	N.A.


	N.A.




3. Audio/visual resources

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. TV adverts have captions.
	If the New Zealand Customs Service were ever to produce an advertisement it would be designed to contain onscreen captions

	N.A.
	N.A.


	2. DVD/video products have captions.
	Ongoing.  Customs will ensure, during the course of the plan and beyond, that the audio message on any DVD/video clips produced is also accompanied by "on screen" text captions or via an accredited New Zealand Sign Language Interpreter. 

	No videos or other electronic media presentations have been developed over the life of the plan but the communications manager and his staff are well aware of these requirements and will ensure they are factored in during the production of any future electronic media releases. 

	Ongoing


4. Other information

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Multiple contact points are advertised as well as telephone
	N.A.
	N.A.
	We have easily accessible contact details on our website and publications, including the Coastwatch advertising campaign.


NB: In addition to the 0800 number, Customs already provides contact point details for fax, email and web access.  

	a. Fax
	N.A.
	N.A.
	N.A.

	b. Email
	N.A.
	N.A.
	N.A.

	2. Please tell us if there are other things that your agency does/or is planning to make its information accessible
	N.A.
	N.A.


Accessible buildings

Outcome: Disabled people can visit, work, and move about independently in all government buildings and carry on ordinary activities there, on the same basis as others.

Please describe against the suggested action outputs what your agency planned to do in the year ending June 2007, what your actual achievements were, and what you plan to work on for the year ending June 2008. 
Grey highlighted action outputs are new this year.

1. Structural elements

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. All buildings and sites meet regulatory access requirements (eg NZS 4121) 


	N.A.
	N.A.
	See point 2 below.

	2. Buildings and sites have Building Code compliance 


	N.A.
	N.A.
	N.A.  (All buildings require a current certificate of service in order for us operate from them).  

	3. Clear walk paths through floors (for staff and visitors)


	Current and ongoing.
	Current and ongoing.
	Current and ongoing.

	4. Assistive listening devices are in meeting rooms, and functioning checked regularly.


	N.A. (Have not, to date, been required.  Issue would be addressed if/when a need was identified).
	N.A.
	N.A. 

	5. Elevators announce floors and direction of movement


	N.A.
	N.A.
	N.A.  Refer notes below.

	6. Elevator buttons have Braille labels


	N.A.
	N.A.
	N.A.  Refer notes below.


Re 5 above - Custom leases all the premises it occupies.  Public reception areas are located on the ground floor of those premises. Security procedures require that all visitors entering other areas/levels of a Customs controlled area/building are escorted by a member of staff. There are no plans at this time to enter into new lease negotiations with landlords just to address the issue of "each level" voice announcements in lifts.  Customs will bear the requirement in mind if/when entering into negotiations for new premises.

Re 6 above  - See comment above.  It should be noted though that staff with a visual impediment would be provided with training/guidance/support in respect to navigating around our buildings/sites. 

2. Contact with the public

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Reception areas are accessible


	N.A.
	N.A.
	N.A. (Current and ongoing)

	2. Counters used by public are lowered (e.g. for wheelchair users, people who have a problem standing)


	This is currently the situation in most of the premises leased.  An audit is planned for all premises and any that do not comply will be modified in due course.
	An audit revealed that most of Customs customer counters have a low cut section to accommodate people confined to wheel chairs.  Sites that don’t have that feature provide a separate writing desk for the use of people confined to wheel chairs.
	On going.

	3. Frontline staff are trained in disability responsiveness
	Frontline staff are required to complete a two part "self paced" Diversity workbook covering how to appropriately interact with others. The work books includes a section on issues relating to people with a disability. 


	On going


	On going



	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	4. Staff are familiar with NZ Relay service
	Information regarding NZ Relay Services and how to access the services, is made available to all staff via Customs Intranet.  

	Ongoing.
	Ongoing.

	5. Clear and accessible pathways to enter buildings and sites


	Current practice. Pathways to enter buildings and sites are, and will remain, clear and accessible.
	On going
	On going

	6. Obvious and visible signage to locate entrances and exits


	Obvious and visible signage to locate entrances and exits is already in place.
	On going
	On going

	7. Accessible car parking available near entrances
	Most of the buildings occupied by Customs don't have provision for (or the space to install) public parking.  Those that do, provide a dedicated disabled parking space.

	On going
	On going


3. Workplace management

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Contracts for IT applications require accessibility (for staff and/or public users) (eg EDRMS)
	The RFP's for all tenders for hardware and software packages include the need to consider access/operation by people with disabilities.
	On going
	On going

	2. Fire safety and evacuation procedures specify the needs of disabled people (staff and visitors)


	This already occurs as part of the standard ongoing training of our Fire Wardens.   
	On going
	On going

	3. Fire alarms have flashing lights to alert hearing impaired/deaf people
	Flashing lights are not in place at this time in the premises leased by Customs. We would, however, consider this point if we were to consider relocating to other premises or, as part of any building upgrades that a landlord advised us of, we would endeavour to get them installed,
	On going
	On going


Accessible services

Outcome: Disabled people can access government services on the same basis as non-disabled people.

Please describe against the suggested action outputs what your agency planned to do in the year ending June 2007, what your actual achievements were, and what you plan to work on for the year ending June 2008. 
Grey highlighted action outputs are new this year.

1. Policy and practice

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Data on service users can be disaggregated by disabled people
	N.A. Capturing and reporting data on the number of disabled clients we deal with is impracticable at our airports and would be perceived to be of little value anyway as anecdotal evidence to date suggests that, during the course of any given year, we have few direct dealings with people who are identified as being disabled. 


	On going
	On going

	2. Services are responsive to the needs of disabled people 
	N.A. Customs provides a dedicated lane for disabled travellers at the Auckland International Air Terminal. Staff tasked with clearing travellers in that lane are appropriately trained for the role. 
	On going
	On going

	3. There is a written policy on use and provision of New Zealand Sign Language interpreters for client meetings
	Operational policy and procedures have been introduced covering access to and use of NZLS Interpreters.  A national register of NZSL Interpreters has also been made available to staff via a hyper link in the Sign Language procedures.
	On going
	On going

	4. Staff dealing with service users are trained to understand and be responsive to disabled people’s needs
	As noted in action outputs 2.3 above, officers are required to complete a workbook covering a wide range of diversity issues that includes understanding and responding to disabled people.
	On going
	On going

	5. Staff have knowledge of the NZ Relay service, and how to place and receive calls.
	All employees are informed of the existence of the NZ Relay service and staff in areas that are most likely to use same are trained accordingly.


	On going
	On going


Being a good employer

Outcome: Government agencies provide equal opportunities in employment for disabled people to be recruited, retained, and promoted on the same basis as non-disabled people.

Please describe against the suggested action outputs what your agency planned to do in the year ending June 2007, what your actual achievements were, and what you plan to work on for the year ending June 2008. 
Grey highlighted action outputs are new this year.

1. Employment practice

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Human resource EEO policies / procedures specifically recognise disabled people and do not discriminate against them


	N.A. Current practice.
	On going
	On going

	2. Recruitment processes are accessible and responsive (eg vacancies advertised with alternative modes of contact, website accessible, supports provided for interviews where necessary)


	N.A. Current practice.
	On going
	On going

	3. Human resource staff are familiar with EEO issues for disabled people
	Human Resources staff are constantly kept informed of developments across all areas of EEO.
	On going
	On going

	4. Induction training includes awareness of disabled people, as part of a diverse workforce
	Awareness of the needs of disabled people is gained through staff completing the Diversity workbooks referred to in action 2.1.


	On going
	On going

	5. Internal agency communications promote the visibility of disabled staff, as part of a diverse workforce
	During the 2007 – 2008 year, Customs Communications section will consider ways of promoting disability related issues and the benefits that ensue from a vibrant "diverse workforce" environment.
	A change in senior personnel within the Communications group meant that this was not able to be achieved as intended.
	During the 2008 – 2009 year, Customs Communications section will consider ways of promoting disability related issues and the benefits that ensue from a vibrant "diverse workforce" environment.


	6. Data: the number of disabled people employed (using SSC EEO definition of disability)
	To annually report actual number of disabled staff.
	Not currently possible
	The introduction of a new payroll and Employee Information System means we cannot currently report disability numbers.  This situation will be reviewed once other key components of the system are operational.


	7. Data: the number of disabled people currently employed under Mainstream programme


	N.A.
	N.A.
	N.A. We do not currently employee anyone covered by the Mainstream programme.  

	8. Data: the number of staff employed who were previously under the Mainstream programme


	N.A.
	N.A.
	N.A.


2. Support for disabled staff

	Action outputs
	Planned 2007-2008
	Actual achieved 2007-2008
	Planned for 2008-2009

	1. Assessments of workplace accommodations and/or supports are provided (e.g. adaptive computer applications, flexible working conditions)


	Current and ongoing. A workstation assessment, undertaken by a qualified occupational health physiotherapist, is carried out at the workstation allocated to all new staff.
	On going
	On going

	2. Accommodations in the workplace are provided, if needed (e.g. desk changes, NZSL interpreters, adaptive computer software)
	Current and Ongoing. Following the workstation assessment referred to above, appropriate action is taken to address any issues that may be identified. 
	On going
	On going

	3. Data: the number and type of accommodation provided to staff
	Currently N.A.  A record will however be kept if and when we provided disability aids or modified work areas for the benefit of disabled staff. 
	On going
	On going

	4. Network of disabled staff supported, if requested
	N.A. Customs do not currently have a disabled staff network
	N.A.
	N.A.

	5. Disabled staff provided with opportunities for career advancement
	Current and ongoing - All staff (which includes any that may be disabled) are given the opportunity, through ongoing education, training and support, to further their careers.
	On going
	On going

	6. Disabled staff feel included in their workplace and have the same opportunities as non-disabled staff


	Customs is a member of Equal Employment Opportunity Trust and as such continue to promote equal opportunities for all staff                                      
	On going
	On going

	7. Please describe any other supports available to disabled staff
	N.A.
	N.A.
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