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Preface

This is the second year in which Inland Revenue has prepared a work plan as part of the New Zealand Disability Strategy.  Although it retains many components of the initiatives in the first plan, a number of changes have been made that will produce the greatest benefit to the disabled population using Inland Revenue’s services.

Overall we are guided by our business plan—The Way Forward—which outlines Inland Revenue’s desired future.  The four main strands of the plan are that:

· taxpayers and other customers meet their obligations of their own accord—and Inland Revenue makes this easy;

· increasingly the community regards paying tax as contributing to society;

· Inland Revenue is visible in the community, getting alongside taxpayers;

· the community regards Inland Revenue as professional, approachable, effective, and efficient. 

These statements reflect the way we view the business of tax administration and the social policy programmes that we deliver.  The Disability Strategy is an important contributor to the way we approach improvements to our service delivery to taxpayers, as well as our own human resources policies.

Our Charter also sets out our commitment to continual improvement in our services.  As part of our process improvement activities we actively collect information on how we are doing, and use it to raise our performance.

1. Mapping service requirements

Description

The purpose of this initiative is to place services that are targeted to disabled people within our overall service provision strategy.

Certain disability groups (eg deaf people) have already been recognised as having specific service requirements from Inland Revenue.  In order to gain a better appreciation of service requirements of the broader group of disabled people we will:

· Collect data on the composition of the disabled population;

· Monitor service performance against our Charter, especially any complaints dealt with by our Complaints Management Service;

· Investigate the use of service options that are open to disabled people including nomination of someone to act on their behalf.

Desired Outcome

The initiative will enable us to assess any gaps in our current service delivery strategy and set priorities for service enhancements.

Links to Strategy Objective and Action

Foster an aware and responsive public service, specifically action 6.4: Improve the quality of information available, including where to go for more information, the services available, and how to access them.

Quality Measures and Timeframes

· Research: to be completed in 2003/04

· Monitoring service performance against Charter: in June, annually

· Investigate service options: to be completed in 2003/04.

2. Website access and e-enablement

Description

Inland Revenue’s website is increasingly being used to provide information and interactive services to taxpayers.  Many of these services present an additional option to people who currently use the traditional means of paper-based correspondence and return filing.  For disabled people however, they also offer opportunities that have not been available in the past.

We will promote accessibility by:

· Continuing to ensure that our site can be navigated independently by people with disabilities according to international standards for disabled users;

· Ensuring that publications and information are accessible for disabled people;

· Investigating placement of an advice page on the website for disabled people to assist them in selecting communication channels appropriate to their needs (we are aware that other tax administrations do this);

· Ensuring that the design and enhancement of web-based services is done according to accessibility standards in government website guidelines (ie applying the equitable access principle).

Desired Outcome

The initiative will enhance services available to disabled users of Inland Revenue services.

Links to Strategy Objective and Action

Foster an aware and responsive public service, specifically action 6.4: Improve the quality of information available, including where to go for more information, the services available, and how to access them.

Quality Measures and Timeframes

· Accessibility standards: annually

· Investigate advice page: to be completed in 2003/04.

· Implementation of service improvements: to be completed in 2003/04.

3. Building access and facilities

Description

Inland Revenue will continue to monitor building access and the provision of facilities for disabled people.  We will audit this against published standards (Standard Code: NZS 4121:2001; Design for Access and Mobility: Buildings and Associated Facilities).  The standards will continue to be applied in routine building audits of existing locations and also form part of the specification of services and facilities required to any building to be occupied by the department in future.  Where possible, future building specifications will provide for a higher level of service for disabled people.

In 2002/03 we will monitor disabled access to the “front counter” of all Inland Revenue offices.  Where front counter areas do not have lowered sections suitable for disabled people, we will ensure appropriate policies operate for alternative service in these areas.

Desired Outcome

Inland Revenue buildings are accessible to staff and members of the public who have a physical disability.

Links to Strategy Objective and Action

Foster an aware and responsive public service, specifically action 6.6: Ensure the locations and buildings of all government agencies and public services are accessible.

Quality Measures and Timeframes

The reporting of compliance to the standards will be done by qualified building inspection organisations or individuals.  Existing buildings will be inspected every three years.  Recommendations arising from the inspections will be followed up, and where necessary, measures taken to rectify deficiencies.

Monitoring of compliance for front counters will be done by December 2003.

Sign language interpreters

Description

Inland Revenue has a number of service options that are offered to deaf people.  We operate an 0800 fax line to contact our service centres where the staff dealing with these enquiries have been trained by the National Foundation for the Deaf.  This system works well.

If the matter is more complex and an interview is arranged, a sign language interpreter may be necessary to facilitate communication at the meeting.  The managers of our Service Centres have discretion over whether Inland Revenue will cover the cost of the services of the interpreter.

To assist in the provision of sign language interpreter services, we will prepare guidelines for our staff who arrange these interviews.  In doing so we will ensure that we understand the needs of this specific customer group.

Desired Outcome

The initiative will highlight any potential for improvement in the present level of service to deaf people.

Links to Strategy Objective and Action

Foster an aware and responsive public service, specifically action 6.5: Make all information and communication methods offered to the general public available in formats appropriate to the different needs of disabled people.

Quality Measures and Timeframes

The new guidelines will be prepared in 2003/04.

Human resources disabilities project

Description

Inland Revenue encourages and supports a diverse workforce.  The principal measure of achievement is the reflection of annual EEO group targets within our workforce.  Hence we will continue to promote the recruitment of disabled people.

Inland Revenue will also continue to improve the information available to plan for staff with disabilities.  Previous human resources recording systems do not appear to have reflected the “true” size of this group.  Recent additions to the system will provide better information on the size and composition of the disabled people among our staff.

On the basis of the information from this source, qualitative research will be done, if appropriate.  This will assist in establishing any gaps between our EEO targets and “true” levels of disability.  Initiatives arising from this work will be put to our Human Resources Steering Group in 2004/05.
Desired Outcome

Inland Revenue will make greater progress towards EEO targets.

Links to Strategy Objective and Action

There are linkages to two objectives:

· Provide opportunities in employment and economic development for disabled people; specifically action 4.11: Operate equal employment opportunity and affirmative action policies in the public sector.

· Collect and use information about disabled people and disability issues; specifically action 10.2: Collect relevant and useful information about disability through all relevant surveys to inform the research programme.

Outcome Measures and Timeframes

Information on the size of the disabled group will be collected in 2003/04.  Findings and recommendations will be made to the Human Resources Steering Group with a view to any initiatives being carried out in 2004/05.

Annually,  progress will be reported against Inland Revenue’s 2005 and 2010 EEO targets.
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