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Message from
the Deputy Secretary

Revenue NSW has a strong history
of being reliable, trusted, and
effective in collecting revenue on
behalf of the state. However, we are
much more than this.

Our agency connects with over

3 million people each year. We
administer grants to individuals
and businesses quickly and fairly,
and work closely with our business
partners, stakeholders, and
customers to best administer the
fines system for NSW. We collect
over one third of the state’s revenue
which is used to fund essential
services such as hospitals, schools,
and infrastructure.

We acknowledge that our
customers’ circumstances can
play a huge role in how, when,

and why they interact with us. We
pride ourselves on approaching all
customers with empathy, directly
focusing on providing the best
service possible.

The last two years have shaped
us into a resilient, adaptable, and
customer-focused workforce

as we pivot to meet the needs

of our customers in tough and
unprecedented times. Our Aspire
2032 strategic planning process
provided us with the opportunity

to pause, reflect and plan for the
unplannable. We reflected on

what we do for our customers, our
people and the NSW Government
as a whole and how can we do it
better. Understanding our past,

the capabilities we must hold to
support the people of NSW, and the
opportunities to think boldly have
formed the substance of our 10-year
strategy which | am very proud to
lead and drive.

The successful delivery of this
strategic plan will challenge us to
lead the way in administering our
functions, led by an empowered
workforce who are delivering
valuable services to our customers
and the State.

Scott Johnston

Deputy Secretary, Revenue NSW
Chief Commissioner of

State Revenue

Commissioner of

Fines Administration
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Our purpose

To administer grants, resolve
fines and collect revenue to
fund essential State services
for the people of NSW
in a fair, efficient, and
timely manner.

Our vision

To be the world’s most
innovative and customer-
centric revenue agency
contributing to a fairer,
safer and stronger NSW.
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Engage the community

Resolve the situation

Our Strategic Focus Areas

People at
=2 the Heart

We are easy for customers to
engage with

We are connected to our
customers and anticipate

their needs

We support customers
experiencing hardship

We maintain strong partnerships
to ensure we remain responsive
to community needs

o>

our success

How we will measure

We explore and test emerging
concepts with our customers

We design solutions to serve our
customers

We use data to proactively
anticipate and respond to
customers’ needs

Customer
satisfaction

We collect taxes and state debt
to fund the future of NSW

We protect NSW and NSW
citizens through encouraging
safe behaviour

We enable economic resilience
through fair and timely
distribution of grants

We lead with integrity to
deliver the best outcomes for
NSW citizens

Cost to administer
$100 of revenue

We are industry leaders in
managing the customer data
journey to protect privacy and
maintain security

We enable best practice risk
informed decisions and delivery

We are trusted by the
community

% Customers
trust revenue staff

Our people are as diverse as
the customers we serve

Our people are empowered
and motivated through
development and opportunities

Our culture of belonging
fosters an open and supportive
community

engagement
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The taxes and fines collected by Revenue NSW are used by the NSW Government to pay for essential government
services including teachers, schools, health professionals, hospitals, public transport and infrastructure. Intrinsic to
our work is our commitment to protect the community by helping them responsibly resolve fines. We also support
the community through the delivery of housing affordability grants, and vital concessions in times of distress such
as bushfires and floods.

An overview of who we are and what we do is set out below.

A snapshot of our customers

Individuals (citizens, authorised
agents and intermediaries)

2,538,636

Government agencies (NSW
Government and Councils) and others

4,002

Business (companies,
partnerships and trusts)

283,727

Funding

essential services

Protecting our
communities

Supporting our
communities

Total customer
satisfaction score

66.3%

Overall customer effort score

3.8

Total Crown revenue

$39.3B

Total tax

$38.7B

Total fines

$586M

Value of outstanding (overdue)
tax debt resolved

$4.1B

Total civil debt collected

$358.8M

Ambulance

$189M

Overdue fines debt resolved

$523M

®
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Total tax revenue collected:

Duties m—— $16.6B
Payroll m—— $10B
Land tax m—— S 5B

Gaming and racing mm $2.1B

No. of unclaimed monies paid

5,237

totalling

$10.7M

ol

Total fines Crown revenue
(including debt)

$945M

Total number of penalty
notices loaded

$3.3M

Penalty notices
RMS speed cameramm 1,253,628
Police traffic 316,298
Other (Crown) s 389,819
Police radar s 127,157
Red light camera s $123,688

Mineral royalties mmmm $3.3B
ESL me— S1.1B
Others m—— S600M
Total compliance revenue
identified
124.7% over target

Land tax surcharge value

WDO applications approved

25,327
Value of WDOs satisfied

$40.5M

o

$279.7M

$1.6M exceeding

project target

Duties surcharge value

$149.6M

Resolve the situation

- Facilitated 24 matters through

the Supreme Court or NCAT

- Completed 181 private rulings
+ Completed 3,478 objections

Figure 1: Revenue NSW overview 2021-22
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Mobile phone use in vehicle
Penalty notices issued

166,585

Face value (S)

$64.4M

Number of e-nom documents
received (eNomination
and UEnom)

720,560

7

75.9%

Percentage of penalty notices
favourably resolved

Electronic Vehicles Rebate

Volume of Electric Vehicle
Duty Exemptions:

3,878

Value of Electric Vehicle
Duty Exemptions:

$8.8M

First Home Buyers Assistance
Scheme (FHBAS)

34,165

Number of exemptions/concessions

$541.8M

S value of exemptions/concessions

oo
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First Home Owner Grants
(FHOG)

5,339

Number of grants

$53.6M

S value of grants

HomeBuilder Grants paid

9,681

Number of grants

$208.3M

S value of grants
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Our Purpose

To administer grants, resolve fines and
collect revenue to fund essential State
services for the people of NSW in a
fair, efficient, and timely manner.

Our Vision

To be the world’s most innovative and
customer-centric revenue agency
contributing to a fairer, safer and
stronger NSW.
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Our Values

The values of the NSW Government
are the values of Revenue NSW:

Integrity | Trust | Service | Accountability

Our core values embody who we
are, how we work, and what we
prioritise. These values underpin
our vision and are foundational
in our direction to achieve our
strategic goals.

Our values guide every interaction
we have with the NSW community
and hold us accountable to be the
best organisation we can be.

We have Integrity

- Consider people equally without
prejudice or favour.

+ Act professionally with honesty,
consistency and impartiality.

- Take responsibility for situations,
showing leadership and courage.

+ Place the public interest over
personal interest.

We build Trust

+ Appreciate difference and
welcome learning from others.

- Build relationships based on
mutual respect.

+ Uphold the law, institutions of
government and democratic
principles.

- Communicate intentions clearly
and invite teamwork and
collaboration.

+ Provide apolitical and non-
partisan advice.

We prioritise Service

+ Provide services fairly with a

focus on customer needs.

- Be flexible, innovative and reliable

in delivering services.

- Engage with the not-for-profit and

business sectors to develop and
implement service solutions.

+ Focus on quality while maximising

service delivery.

We embody Accountability

+ Recruit and promote employees

on merit.

- Take responsibility for decisions

and actions.

+ Provide transparency to enable

public scrutiny.

+ Observe standards for safety.

- Be fiscally responsible and focus

on efficient, effective and prudent
use of resources.

Revenue NSW Aspire 2032



Our Customer Commitments

We are playing our part in becoming
the world’s most customer-centric
government by 2030 and will
always put the customer at the
heart of everything we do. Our
customers are many and varied, and
include individuals who live, work

or invest in NSW or are visitors.
They include our business partners,
other government agencies and

the stakeholders we work with to
deliver services to the people and
businesses of NSW.

Some of our customers interact with
us only because they have to - it is
not always by choice. Whatever the
circumstances, we always aim to act
with empathy and professionalism
to build trust with all our customers.

29

Easy to engage

- Make it easy to access what
| need

- Make it simple for me to
understand

K

Respect my time

We aim to break cycles of
disadvantage and ensure our
customers feel valued and accepted
in all aspects of their lives.

For customers experiencing
hardship, we work with them to help
resolve their debts. This includes
customers who are experiencing
financial, social or environmental
challenges. We strive to anticipate
their needs and develop solutions
that provide them with the right
assistance in a timely manner.

Our ongoing and future programs
will see a continued focus on

our customers. We remain agile
and adaptive in our approach to
overcome times of uncertainty

%

Act with empathy

+ Show you understand
my situation

- Treat me fairly and with respect
- Provide service in my time

of need

Explain what to expect

- Tell me what | need to know
beforehand

+ Minimise the need for me to
repeat myself

- Make what | need to do
straightforward

- Be clear about what steps are
involved

- Contact me when | need to
know something

- Let me know what the
outcomes could be

Figure 2: NSW Government customer service commitments

and change. We hold ourselves
accountable for our actions, work
to build trust and maintain strong
relationships. We aim to deliver
positive outcomes, for both our
customers and society, and we
provide trusted, effective and
easy services.

Our commitment to our customers
and a continuous improvement
approach will underpin the
development of a robust, future-
focused Customer Strategy that
will inform decision making and
program development in alignment
with the NSW Customer Strategy.

v

Engage the community

- Listen to the community to
understand our needs

- Ask us how we want services
to be delivered

Resolve the situation

- Be accountable for your
actions

- Be clear on decision-making
- Reach an outcome
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Our Strategy

Major changes are occurring globally, nationally and locally.

The purpose of this strategy is to position Revenue NSW so that it can continue to help lead
NSW into the future.

Revenue NSW is equipped for the coming decade with a full suite of key enablers.

Revenue NSW has recently completed a highly successful two-year transformation plan focused
on digital delivery improvements and embedding future ways of working. The organisation and the
Aspire 2032 Strategy start from a strong base.

Who want to make
a difference

Passionate
Staff
Strong expertise
in stakeholder . Ability to contribute
. Policy 4
and community Influen to policy through
engagement Selles strong relationships
Key
Enablers
Progressive and Ll Ei(zenrnc:vevri]r:atlosl of
g Framework plis & gu

current legislation data and technology

Strong
processes

Rigorous processes built on a deep
understanding of the legislation

Figure 3: Revenue NSW key enablers
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We operate in a rapidly changing environment. The past two decades have seen major global shifts

and there is every indication the pace of change will continue to rise. Examples of external factors

influencing Revenue NSW include:

af,

"

Digital automation

Automation, digitisation and better
use of data enable new service
offerings and operating models.

We will continue to improve our
digital channels to best allow

customers to pay and apply for
grants and concessions online.

Hybrid workforce

People’s working preferences
have changed substantially, with
COVID-19 a major driver. Flexible
working looks set to become
permanent. Many people have
taken advantage of this to move
from metropolitan to regional
locations. The gig economy
continues to expand.

We will need to respond to these
trends to maintain the workforce
we need.

fm

Building confidence
in Government

A loss of faith in major
institutions is a growing threat
across major democracies.
Radical transparency and
outstanding customer service
are key approaches to try to
reverse this trend.

Economic uncertainty

Gross State Product has grown strongly in
recent decades. House prices have surged.
As this strategy was developed (May 2022),
inflation is rising, global and Australian share
markets (and other assets such as crypto
currencies) have been falling.

Even if the NSW economy resumes its long-
term positive trend, new economic challenges
must be expected.

i
26%

growth in
NSW Gross
State Product
since 2010

Digital currencies and new asset classes,

Future innovations
such as digital
currencies and
assets

such as non-fungible tokens (NFTs) change
how value is exchanged and held.

We need to understand these new assets
and ensure the legislative framework, and
our systems and processes, will support
NSW'’s ability to raise revenue to pay for
government services.

COVID-19 and recent natural disasters have

Pandemics and
natural disasters

placed significant strains on the economy
and society. Both are expected to continue

to place strains on NSW into the future.

& &
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Challenges in
cybersecurity,
privacy and fraud

As technological innovation continues apace,
incorporating new and emerging systems
and digital capabilities remains an ongoing
task. The fast pace of change leads to risks
in cybersecurity, privacy policies and fraud.

Because we deal with sensitive customer
information and large sums of money

we must be prepared and proactive in
our efforts.

Figure 4: External factors influencing both Australia and NSW

We will need to ensure we are ready to
respond quickly to assist those in need
through grants and other support options.

Partnership focus

Partnerships will
remain a key theme
for the coming
decade. Strong
relationships with
other NSW agencies,
the Australian
Taxation Office and
the Department of
Finance will help
support us to deliver
most effectively.

Revenue NSW Aspire 2032
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Our Strategic Focus
- Areas to 2032
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Our strategic focus areas to 2032 are designed to build on our existing strengths and prepare
the organisation to become the world’s most innovative and customer-centric revenue agency

over the coming ten years.

Passionate Customer Focus

We are easy for customers to engage with

We are connected to our customers and anticipate their needs
We support customers experiencing hardship

We maintain strong partnerships to ensure we remain responsive
to community needs

Embrace Innovation
We explore and test emerging concepts with our customers
We design solutions to serve our customers

We use data to proactively anticipate and respond to customers’ needs

Collect, Protect, Enable

We collect taxes and state debt to fund the future of NSW

We protect NSW and NSW citizens through encouraging safe behaviour
We enable economic resilience through fair and timely distribution of grants

We lead with integrity to deliver the best outcomes for NSW citizens

Always Secure

We are industry leaders in managing the customer data journey to
protect privacy and maintain security

We enable best practice risk informed decisions and delivery

We are trusted by the community

People at the Heart
Our people are as diverse as the customers we serve

Our people are empowered and motivated through development
and opportunities

Our culture of belonging fosters an open and supportive community

Figure 5: Our strategic focus areas to 2032

Revenue NSW Aspire 2032
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Our customers expect personalised
and on demand service delivery.
We will develop a deep
understanding of our customers

to create tailored, accessible and
exceptional services.

Our customers’ needs are broad.
We will work in partnership to
design seamless interactions,
helping our customers get back to
their day-to-day activities.

Passionate Customer Focus

Our desired outcomes

+ We are easy for customers
to engage with

- We are connected to our
customers and anticipate
their needs

+ We support customers
experiencing hardship

- We maintain strong partnerships
to ensure we remain responsive
to community needs

Our Delivery Path

Horizon one
(2022-2025)

We approach everything we do
with an authentic, customer-
centric mindset.

We proactively support our
customers through a coordinated
education and engagement program,
supported by accessible services
and alternative resolution options.

Horizon two
(2025-2029)

We have a uniform view of
customer interactions, supported
by a strong, real-time Voice of
Customer function.

Horizon three
(2029-2032)

Our customer experience, built
through co-design with our
customers, is second to none among
the public service, ensuring our
services are truly fit-for-purpose.

Success Indicators

T

Customer
satisfaction

J

Customer
effort

T

Alternative
resolution options

Revenue NSW Aspire 2032

14



Innovation provides opportunities
to improve outcomes for our
customers and address problems
that may have once felt impossible.
We are open to innovation across
everything we do. We want our
people to not only be comfortable
with change but to actively seek out
opportunities to drive improvement.

Embrace Innovation

Our desired outcomes

- We explore and test emerging
concepts with our customers

- We design solutions to serve
our customers

- We use data to proactively
anticipate and respond to
customers’ needs

Our Delivery Path

Horizon one
(2022-2025)

We collaborate with customers and
stakeholders to design, test, and
implement innovative solutions

Horizon two
(2025-2029)

We investigate and trial new and
emerging technologies to enhance
our customer experience.

We embrace best practice and the
wealth of data available to us to
inform our decision-making.

Horizon three
(2029-2032)

We are renowned as leaders for
our customer-centric policy reform
and services.

Success Indicators

/]\

Benefits of
innovations

T

Collaboration

T

Design thinking

Revenue NSW Aspire 2032
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To be the top revenue agency in
the world we must be great at our
core business. We will efficiently
collect revenue and distribute
grants to deliver the best possible
outcomes for our customers and
NSW. Through exceptional service
delivery embedded with trust and
integrity, we will support and fund
the future of NSW.

Collect, Protect, Enable

Our desired outcomes

- We collect taxes and state debt
to fund the future of NSW

+ We protect NSW and NSW
citizens through encouraging
safe behaviour

+ We enable economic resilience
through fair and timely
distribution of grants

- We lead with integrity to deliver the
best outcomes for NSW citizens

Our Delivery Path

Horizon one
(2022-2025)

We influence ongoing voluntary
customer compliance through
behavioural insights and proactive
education techniques.

We provide prompt and accessible
support and relief for the citizens
of NSW.

Horizon two
(2025-2029)

We enable better tax compliance
and revenue collection through
real-time data exchange across
agencies and jurisdictions.

Horizon three
(2029-2032)

We affect behavioural change and
provide the best outcomes possible
for our customers by tailoring

our methodology and compliance
practices to suit their varied needs.

Success Indicators

J

Tax gap

Cost to administer

J

$100

J

Debt book
position

T

Reach of
education

Revenue NSW Aspire 2032
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Always Secure

Our customers and stakeholders
expect data and information to

be treated with the utmost care.
Safeguarding data and information
is becoming more complex.

There is an ever-growing need for
effective surveillance, detection and
mitigation of threats.

Our desired outcomes

- We are industry leaders in
managing the customer data
journey to protect privacy and
maintain security

+ We enable best practice risk
informed decisions and delivery

+ We are trusted by the community

Our Delivery Path

Horizon one
(2022-2025)

We ensure the security and
currency of our digital systems
through the application of a
sustainable cost model.

Our integrated data governance,
privacy, and cybersecurity
framework guides organisational
decision-making.

Horizon two
(2025-2029)

We effectively utilise data tools

and technology guided by strong
governance to optimise our systems
and platforms.

We utilise data and insights to
enable risk informed decision-
making.

Horizon three
(2029-2032)

We are trusted by the community
as guardians of their information
delivering a streamlined customer
experience, enable by our secure
and future-ready systems.

Success Indicators

/]\

Customer
trust

T

Privacy and security
by design

J

Privacy breaches
(towards zero)

Revenue NSW Aspire 2032
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Delivering a great customer
experience relies on our people.
The community we serve is
becoming more diverse. We will
reflect this in our organisation

and strive to serve with compassion
and empathy.

People at the Heart

Our desired outcomes

« Our people are as diverse as the
customers we serve

+ Our people are empowered and
motivated through development
and opportunities

+ Our culture of belonging
fosters an open and supportive
community

Our Delivery Path

Horizon one
(2022-2025)

Our people are diverse and
empowered to seek personal
and professional development
opportunities.

Our people understand their role
in contributing to Revenue NSW'’s
overall strategy, performance
and culture.

Horizon two
(2025-2029)

Our organisation is future-ready,
supported by effective people
planning and investment in
capability uplift to effectively
respond to change.

Our organisation fosters a growth
mindset, offers a strong culture
and workplace environment that
attracts and retains capable and
engaged employees.

Horizon three
(2029-2032)

Our people and organisation are
recognised as innovative, high
performing and adaptive, enabled

by a strong and supportive culture.

Success Indicators

T

T ™

T

Care and
Belonging

Employee
experience

Leadership
capability

Attraction, retention
and development
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Our Delivery Path across all Strategic Focus Areas
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Passionate Embrace Collect, Protect, Always People at
Customer Focus Innovation Enable Secure the Heart

Horizon one: 2022-2025

We approach everything we do with an authentic, customer-centric mindset

We proactively support our customers through a coordinated education and engagement program, supported by accessible
services and alternative resolution options

We collaborate with customers and stakeholders to design, test, and implement innovative solutions

We embrace best practice and the wealth of data available to us to inform our decision-making

We influence ongoing voluntary customer compliance through behavioural insights and proactive education techniques
We provide prompt and accessible support and relief for the citizens of NSW

We ensure the security and currency of our digital systems through the application of a sustainable cost model
Our integrated data governance, privacy, and cybersecurity framework guides organisational decision-making

Our people are diverse and empowered to seek personal and professional development opportunities
Our people understand their role in contributing to Revenue NSW'’s overall strategy, performance, and culture

Horizon two: 2025-2029

We have a uniform view of customer interactions, supported by a strong, real-time Voice of Customer function

We investigate and trial new and emerging technologies to enhance our customer experience

We enable better tax compliance and revenue collection through real-time data exchange across agencies and jurisdictions

We effectively utilise data tools and technology guided by strong governance to optimise our systems and platforms

We utilise data and insights to enable risk informed decision-making

Our organisation is future-ready, supported by effective people planning and investment in capability uplift to effectively
respond to change

Our organisation fosters a growth mindset, offers a strong culture and workplace environment that attracts and retains capable
and engaged employees

Horizon three: 2029-2032

Our customer experience, built through co-design with our customers, is second to none among the public service, ensuring our
services are truly fit-for-purpose

We are renowned as leaders for our customer-centric policy reform and services

We affect behavioural change and provide the best outcomes possible for our customers by tailoring our methodology and
compliance practices to suit their varied needs

We are trusted by the community as guardians of their information delivering a streamlined customer experience, enabled
by our secure and future-ready systems

Our people and organisation are recognised as innovative, high performing and adaptive, enabled by a strong and
supportive culture

Revenue NSW Aspire 2032 19



Our Risk Management

Approach

Our approach to risk management is
tailored to our organisational needs
and is flexible to manage risk at
multiple levels.

+ For the overall strategy and focus
areas - We will take an overall
view of the strategic risk profile
to make sure we are doing the

- At the initiative level risk

management we will identify,
monitor and review the risks
and opportunities to the
delivery of the initiative and the
broader impact on the strategy,
organisation and stakeholders.

right things and responding to
our environment as necessary.
As identified in this strategy the
key strategic risk we face is the
nature and speed of change and
the broader impacts that has

on our operating environment

- our customers, communities
and own people. As part of the
development of this strategy we
have really challenged our leaders

Ongoing risk management

Risk management is not a one-off
activity. It is important to continue
the significant investment in

understanding our challenges and
opportunities by embedding active
identification, monitoring and review
of risks associated with our strategy
into our ongoing risk management
approach. The key elements of our

approach are:

and teams to think about what
the future we will be operating
in might look like, and consider
what threats, challenges and
opportunities may present

to our stakeholders, customers,
and people.

+ Delivery - for the achievement
of individual objectives and
measures as risk indicators - This
is about ensuring we are doing
what we said we would. It's about
identifying the challenges and
opportunities for the objectives,
planning for them and managing
them to ensure we successfully
achieve our measures, or we
respond when they are not on
track to identify why they are at
risk and take steps to address this.

- Risks to the overall strategy

will be owned by the Executive
Leadership team with support
from the extended executive
team. Monitoring will be quarterly.

+ Risks to the individual objectives

will be owned by the Executive
Sponsor and monitored by the
delivery team on an ongoing basis.
We will also take a consolidated
portfolio view of the risks to each
focus area and the initiatives that
support it.

+ Risks to initiatives will be owned

by the Executive Lead and
monitored on a regular basis.
Risks that present a broader
challenge to the strategy will be
considered in the portfolio view of
the overall risk profile.

Revenue NSW Aspire 2032
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