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Overview of experiences
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Source: Q32. . . . Overall how would you rate your experience with Inland Revenue?
Base 2019: All members n=171. 

Overall satisfaction with IR has been declining since 2015.  
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Source: Q32. . . . Overall how would you rate your experience with Inland Revenue?
Base: All Public Practice members 2019 n=85, all corporate and other members 2019 n=86. 

The decline is steeper amongst the Public Practice members

Public Practice members Corporate, public sector, and not-for-profit members
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Contact for general info** Contact for processing Phoning IR IR Agent Account Manager

Satisfaction Levels Over 7 Years

**The 2018 and 2019 figures are a weighted average of the rating of each individual type of information, prior to 2018 it was a single overall question.
Source: Q5/12/23/32. And overall, how would you rate your experience in . . .?  Excl. Don’t know. 

Base 2019: All respondents n=171, who phoned IR n=129, who contacted IR for general information n=132, who contacted IR for processing n=130.

Percentage rating excellent, very good or good

73%
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Phoning IR
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Source: Q5.  And overall, how would you rate your experience in telephoning Inland Revenue?
Base 2019: All members who have telephoned IR in the last 12 months n=129.

Phone Satisfaction down 27 percentage points since peak in 2016
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Account Manager
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Q31. Thinking about your experience in the past 12 months, how would you rate your experiences with your Inland Revenue Agent Account Manager? 
Base 2019: All members n=171, all Public Practice members 2019 n=85, all corporate and other members 2019 n=86. 
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Account Managers are rated well
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Business transformation – Release 3
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Source: Q42. Business Transformation Release 3 (Income Tax) was rolled out in April 2019.  Thinking about your experiences in the past 6 weeks, how do you think 
the Income Tax system is operating now? 
Base 2019: All members (excl. don’t know) n=171, all Public Practice members (excl. don’t know) n=85, all non-Public Practice members (excl. don’t know) n=86.
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Role of tax agents
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Tax Agents think they are here to stay

Source: Q45d. How do you see the role of tax agents in the new tax administration system? 
Base 2019: All members n=171, all Public Practice members n=85, all non-Public Practice members n=86.
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Contact with tax agents’ clients
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Source: Q47a. There have been reported instances in the past six months where Inland Revenue has directly contacted tax agents’ clients.  Have any of your clients reported 
this to you? Q47b. What has been the main reason for the contact? 
Base 2019: All Public Practice members n=85, All Public Practice members whose clients have been contacted directly by Inland Revenue n=61

72% of Tax Agents have clients approached directly by IRD …2

% of Public Practice members whose clients have 
reported being contacted directly by Inland Revenue
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Source: Q47d. How has this contact affected your practice or your relationship with your client?

… and they don’t like it.

“…[We] spend a lot of time justifying and explaining things to our clients.”

“Very confused and worried clients”

“[Clients] don't want to be contacted by [IR].”

“It undermines our relationship with our clients if IR contacts our clients directly.”

“It makes us look like we don't have it sorted.”
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For further information please contact:

MICHAEL DUNNE OR EMMA STRATTON

Colmar Brunton, a Millward Brown Company
Level 9, Lambton Quay House | 101 Lambton Quay | Wellington
PO Box 3622, Wellington 6140

Phone (04) 913 3004
www.colmarbrunton.co.nz


