
Inland Revenue
New Zealand Disability Strategy Implementation Work Plan

1 July 2004 – 30 June 2005

Contents

31.
Ongoing monitoring of service requirements

2.
Website access and e-enablement
4
3.
Building access and facilities
5
4.
Sign language interpreters
6
5.
Human resources disabilities project
7


1. Ongoing monitoring of service requirements

Description

We want to make sure services that are targeted to disabled people are developed as part of our overall service provision strategy.  Certain disability groups (for example 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:

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

· investigate improvement of service options that are open to disabled people including nomination of someone to act on their behalf.

Desired Outcome

During 2004–05, we will assess any gaps in our current service delivery strategy applicable to the disability community and set priorities for service enhancements.

Links to NZ Disability Strategy Objective and Action

Foster an aware and responsive public service (action 6.4).

Measures

Inland Revenue will consider issues facing disabled people both in the context of overall service improvement initiatives (see also website access and e-enablement), and in the context of specific disability issues that arise (see also Sign Language Interpreters).

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:

· ensuring that our site can be navigated independently by disabled people 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); and
· ensuring that the design and enhancement of web-based services is done according to accessibility standards in government website guidelines (that is, 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 (action 6.4).

Measures

The redesign of the Inland Revenue website will be complete and changes put in place by May 2005.  The site will comply with the government’s guidelines for access for disabled people.

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 particularly 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.

Desired Outcome

We will routinely monitor the accessibility, including the visibility of signage, of its buildings for disabled staff and service users.

Links to Strategy Objective and Action

Foster an aware and responsive public service (action 6.6).

Measures

As part of our ongoing review processes, we will undertake reviews of our existing buildings to ensure that they comply with Standard Code: NZS 4121:2001.

4. Sign language interpreters

Description

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

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.

In early 2004-05 we will consult with the Deaf community to investigate the implications for Inland Revenue of the proposed NZ Sign Language Bill.  We anticipate feedback on the effectiveness and usability of current services.

Desired Outcome

This 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 (action 6.5).

Quality Measures and Timeframes

During 2004–05, we will use the insights gained in consultation when implementing the NZ Sign Language Bill, including forming policy on use of sign language interpreters.

5. 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 disabled staff.  Previous human resources recording systems do not appear to have reflected the “true” size of this group.  Recent additions to the recording system have provided better information on the size and composition of our disabled staff members.

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 (action 4.11); and

· collect and use information about disabled people and disability issues (action 10.2).

Outcome Measures and Timeframes

During 2004–05, the information gained from our research of our disabled staff group (completed in the 2003–04 year) will help us to identify and develop a range of specific initiatives to support the achievement of the objectives.

In addition, we will report our progress against the department’s EEO targets via the State Services Commission’s EEO Assessment Tool.
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