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Minister’s foreword

 

1	 The border sector is comprised of the Ministry of Agriculture and Forestry, Ministry of Transport, Department of Labour (Immigration), 
Food Safety Authority, Department of Internal Affairs, and the New Zealand Customs Service. 

2	 CusMod means “Customs Modernisation” and is the term used to describe Customs’ Information Technology system. CusMod is a 
complex system that receives a wide range of customs data, and provides a mechanism for processing passengers, goods, and information.

reduce the supply of drugs and 
other contraband crossing the 
border. Customs has managed to 
achieve its high standards in the face 
of increasing threats and risks, 
particularly from the spread of 
trans-national organised crime, and 
associated links to illicit drug 
trafficking and smuggling.

Customs’ contribution to New 
Zealand’s prosperity and security is 
reflected in the three priorities for 
2009/10 that have been agreed by 
the Prime Minister: 

Advance integration of  ››
trans-Tasman border clearance

Develop and implement the ››
Joint Border Management 
System and Trade Single Window

Increase the interceptions of ››
illicit drugs and precursor 
materials entering New Zealand.

Advance integration of trans-

Tasman border clearance is 
Customs’ highest priority. 
Collectively, Customs and border 
sector agencies seek to integrate 

The Government’s driving goal is to 
deliver greater prosperity, security, 
and opportunities to all New 
Zealanders. New Zealand’s ability to 
trade and to attract tourists is 
critical to achieving this goal, and 
depends on our ability to compete 
on the world stage. This is partly 
influenced by New Zealand’s 
reputation as a safe and secure 
country to trade with and travel to. 

Customs is justifiably recognised as 
a world leader in trade security, and 
broadly for its high standards of 
service to New Zealand’s trade and 
tourism, and the work it does to 

trans-Tasman border clearance – 
particularly by implementing faster 
passenger clearance processes for 
Australian and New Zealand 
passport holders flying trans-Tasman 
routes – and focus on trade in the 
near future.1 The longer-term aim is 
to secure and improve the way we 
facilitate trade, travel and tourism 
between our two countries.

Develop and implement the Joint 

Border Management System and 

Trade Single Window involves the 
shared efforts of Customs and the 
Ministry of Agriculture and Forestry 
to replace CusMod2 – the current 
border management system – due to 
its age and limited capability. As the 
only system that monitors all people, 
goods, and craft entering and leaving 
New Zealand, CusMod is critical to 
what Customs knows about threats 
and risks to the border. The 
additional component, Trade Single 
Window – an electronic portal – 
would introduce a new capability for 
industry to link with border agencies, 
reducing bureaucracy and costs over 
time for both parties.



3New Zealand Customs Service

Minister’s statement of responsibility

I am satisfied that the information on future operating 
intentions provided by my department in the New Zealand 
Customs Service Statement of Intent 2009 – 2012 is in 
accordance with sections 38, 40, and 41 of the Public 
Finance Act 1989 and is consistent with the policies and 
performance expectations of the Government.

Hon Maurice Williamson
Responsible Minister for 
New Zealand Customs Service
28 May 2009

Increase in interceptions of illicit 

drugs and precursor materials 

entering New Zealand recognises 
the growing risk to New Zealand 
communities from illicit drugs and 
precursor materials used to 
manufacture ‘P’ crossing the border.

These priorities will continue to 
challenge Customs’ resourcefulness, 
particularly in managing increasing 
risks, while achieving better, 
smarter, and more efficient services 
at the border – by working both 
independently and collaboratively 
with other border agencies and 
independently.

This Statement of Intent sets out 
how Customs is going to progress 
these priorities over the next three 
years, and the resulting value to 
government and other stakeholders.
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Comptroller’s introduction

The global environment is changing 
and New Zealand needs to meet the 
challenge. We are faced with 
unprecedented turmoil in the global 
economy, the effects of which may 
be felt for some years to come.  
We also have to respond to longer-
term drivers of change, as nations 
seek more integrated trade and 
travel supply chains, and government 
and industry seek to be more 
efficient and effective through 
higher levels of systems integration, 
simpler business processes, and less 
bureaucracy.

The downturn in the global 
economy means Customs will face 
fluctuating trade and travel volumes 
and increasing risks that will need  

to be met with fewer resources.  
It is therefore imperative that we 
take the opportunity to ensure we 
are efficient, agile, and effective. 
Over the next three years, we will 
continue to explore innovative ways 
to achieve better services at the 
border – both within our own 
domain and in partnership with 
other border sector agencies.  
This includes doing more to adopt 
new technologies, automate and 
simplify business processes, and 
develop our partnerships with  
New Zealand industry. 

Major threats, such as terrorism, 
continue to pose a risk to national 
security for New Zealand as for 
other nations. However, the spread 
of organised criminal syndicates 
around the globe – particularly in 
lucrative areas such as illicit drug 
trafficking and smuggling – 
increasingly challenge law 
enforcement agencies. In New 
Zealand, Customs expects to 
manage these challenges alongside 
rising non-compliance with border 
and revenue laws as businesses and 
individuals come under increasing 
financial pressure.

In moving forward, Customs will 

focus on three main priorities agreed 
with Ministers – the first having the 
highest priority: 

Advance integration of  ››
trans-Tasman border clearance

Develop and implement the ››
Joint Border Management 
System and Trade Single 
Window

Increase in interceptions of ››
illicit drugs and precursor 
materials entering New Zealand. 

These priorities directly align to the 
Government’s driving goal for all 
New Zealanders and more specific 
goals to grow the economy, make 
communities safer, clamp down on 
criminal gangs and the ‘P’ trade,  
and step up infrastructure. 

Over the term of this Statement of 
Intent, we have a focus on 
increasing Customs’ agility in three 
ways. We seek more efficient and 
responsive processes based on 
enhanced information technology. 
This includes advancing the border 
management system (CusMod) 
replacement, with the Joint Border 
Management System and Trade 
Single Window – in partnership 
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Comptroller’s statement of responsibility

In signing this statement, I acknowledge that I am responsible for the 
information contained in the New Zealand Customs Service Statement of 
Intent 2009 – 2012. This information has been prepared in accordance  
with the Public Finance Act 1989. It is also consistent with the 
proposed appropriations set out in the Appropriations (2009/10 
Estimates) Bill, as presented to the House of Representatives in 
accordance with section 13 of the Public Finance Act 1989, and  
with existing appropriations and financial authorities.

				    Counter-signed by
Martyn Dunne, CNZM 		  John Kyne
Comptroller of Customs 		  Chief Financial Officer

with the Ministry of Agriculture and 
Forestry. We will explore, and where 
appropriate, invest in new 
technologies to achieve more 
efficient and effective operations.  
We also seek to increase our 
workforce flexibility through training 
and deployment options that enable 
Customs to respond more effectively 
to changing risks and workloads. 

Customs’ focus on the three main 
priorities means we will be well 
placed to meet changing 
requirements, both overseas and 
within New Zealand, to ensure our 
continued support for New Zealand 
to remain competitive as a nation. 
This Statement of Intent sets out the 
positive contribution we expect to 
make over the next three years. 
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Nature and scope of Customs’ functions

The New Zealand Customs Service (Customs) contributes to government outcomes through  
law enforcement to protect and manage New Zealand’s border, and collect customs revenue. 
Broadly, Customs’ responsibilities involve protecting New Zealand from major threats and risks 
– including the Crown revenue base, while facilitating the legitimate movement of people, 
goods, and craft across the border with minimal disruption.3 

3	 Customs counters threats and risks in a range of areas that include: international terrorism, weapons of mass destruction proliferation, 
and trans-national organised crime; illicit drug trafficking; smuggling of prohibited goods, such as objectionable material and wildlife; 
Intellectual Property Rights infringements; fraud; customs revenue evasion; pandemics; and illegal removal of Māori taonga and other 
cultural heritage items from New Zealand.

Customs draws upon approximately 
45 principal Acts, and numerous 
associated regulations and other 
border protection legislation. All of 
Customs’ functions fall within the 
scope for Vote Customs. These 
functions are:

policy advice and services ››
relating to border security, 
border management, and 
customs revenue – including 
policy advice and support to 
New Zealand’s trade 
negotiations; and advice and 
assistance to other customs 
administrations

trade and travel facilitation ››
while using intelligence-based 
risk assessments that inform 
intervention strategies, 
including alerts for goods and 
people likely to present a risk

services to control the risk  ››
of people, goods, and  
craft entering or leaving  
New Zealand illegally

customs revenue assessment and ››
collection, services relating to 
credit control and debt 
management, and collection 
and processing of fees and levies 
on behalf of other agencies

investigations of trans-national ››
organised crime, border and 
revenue offences, and services 
relating to the prosecution of 
offences and civil proceedings 
provided for under the Customs 
and Excise Act 1996

whole-of-government ››
coordination services through 
the National Maritime 
Coordination Centre (NMCC). 
The purpose of the NMCC is 
to maximise the efficient and 
effective use of government’s 
maritime patrol and surveillance 
assets, and related information, 
for civilian purposes.

Many of Customs’ activities across 
these functions involve working 
with other agencies, both in  
New Zealand and internationally, 
including other customs 
administrations.

The Minister of Customs is the 
Responsible Minister for the  
New Zealand Customs Service.  
The Responsible Minister oversees 
the Government’s ownership interest 
in Customs, which encompasses its 
strategy, service, capability, integrity, 
and financial performance.
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Strategic direction 

Sectoral context

New Zealand’s economic prosperity, safety, and security rely on the collective efforts of 
government, industry, and New Zealanders. Customs is one of several agencies contributing to 
these broader goals, and does so by working within two government sectors – the external sector 
and the border sector.

Customs is placed within the 
external sector with the Ministry of 
Foreign Affairs and Trade (MFAT), 
Ministry of Defence, and the New 
Zealand Defence Force to both 
advance and protect New Zealand’s 
security and prosperity interests 
- while ensuring New Zealand’s 
voice is heard abroad. 

Customs works closely with MFAT 
to advance New Zealand’s trade 
agreements, and works with the 
defence forces to protect New 
Zealand from major external threats, 
particularly in the maritime domain. 
Some of this work contributes to 
New Zealand’s interests in the 
Pacific region more broadly – 
including capacity building support 
to Pacific nations – by working with 
NZAID within MFAT, and other 
organisations such as the Australian 
Customs and Border Protection 
Service, the Oceania Customs 
Organisation, and the World 
Customs Organisation. Customs  
has staff in five locations overseas to 
ensure New Zealand continues to 
have a voice, particularly on border 
security, trade, and customs affairs.4

Customs, along with the Ministry  
of Agriculture and Forestry, 
Department of Labour, Ministry of 
Transport, Food Safety Authority, 
and the Department of Internal 
Affairs compose New Zealand’s 
border sector. Border sector agencies 
share a vision, outcomes, and 
priorities for the next three years. 
The border sector outcomes are 
Protection, Facilitation and 
Partnerships and Responsibility.  
These outcomes are sought to 
improve our service delivery at the 
border, provide more efficient and 
effective border management through 
better risk management, and more 
integrated processes and systems. 

The Partnerships and Responsibility 
outcome recognises that managing 
the border effectively requires border 
agencies to work more collaboratively. 
This outcome also involves working 
more closely with industry in order 
to meet the trade objectives of 
industry and the Government. 

Customs is responsible for major 
elements of New Zealand’s border 
infrastructure that are relied on  
by many other agencies to meet 
their objectives at the border.  
This includes CusMod – the main 
border management system. 
Customs’ presence, and the 
infrastructure support, and capability 
provided by Customs at the border, 
means we are a significant 
contributor to the border sector and 
New Zealand’s border management.

4	 Customs is located overseas in Bangkok, Beijing, Brussels, Canberra, and Washington D.C.
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Customs’ outcomes
Customs’ operating environment 
continues to be changeable and 
complex. As for other countries, 
New Zealand is increasingly 
challenged by global economic 
conditions and demands for closer 
connectedness. Increasingly, more 
trading countries require greater 
process and systems integration.  
New Zealand’s trade and travel also 
exposes us to associated threats, 
particularly from terrorism, weapons 
of mass destruction proliferation,  
and trans-national organised crime.

No one agency can effectively 
advance New Zealand’s economic 
prosperity or protect New Zealand 
on its own. Customs recognises that 
working with others is critical to 
having an impact on the outcomes 
we seek. We work with stakeholders 
in New Zealand and overseas – 
including other agencies, businesses, 
industry, iwi, hapu–, and 
communities in New Zealand; 
customs organisations, customs 
administrations, and defence and 
law enforcement agencies overseas.

Customs contributes to three 
outcomes:5

Protection  New Zealand is 
protected, at the border, from the 
entry, or exit, of people, goods, or 
craft, and Māori taonga and other 

treasured items, where the entry or 
exit may pose a material risk to our 
national interests.

Facilitation  New Zealand’s 
economic, social, environmental, 
and cultural interests are sustained 
and enhanced by facilitating the 
flow of legitimate trade, travel, 
goods, Māori taonga and other 
treasured items, across the border. 

Revenue  Due customs revenue is 
collected to support the Government’s 
social, economic, and fiscal objectives.

The first two of the three outcomes 
directly contribute to the border 
sector outcomes. The Revenue 
outcome reflects Customs’ unique 
role of collecting customs revenue, 
both at the border and within  
New Zealand. All three outcomes are 
inter-connected. While Customs 
protects New Zealand from threats 
and risks, we must do so without 
unduly disrupting the majority of 
legitimate trade and travel across the 
border. While Customs also protects 
the Crown’s revenue base, we must 
do so with the broader interests of 
the economy in mind.

Customs’ contribution to the  

Government and the state sector

The driving goal for the Government 
is to deliver greater prosperity, 
security, and opportunities to all 
New Zealanders through its  
efforts to: 

Greater prosperity

Grow the economy››
Pursue trade liberalisation and ››
trade agreements

Maintain and build  ››
New Zealand’s asset base

Reduce regulatory and ››
compliance demands

Deliver final and durable ››
historical Treaty settlements

Greater security

Make communities safer››

Reduce violent crime››

Clamp down on criminal gangs ››
and the ‘P’ trade

Encourage retirement saving››

Give families and seniors ››
financial certainty

Reduce greenhouse gas emissions››

Confront global climate change››

Greater opportunities

Step up infrastructure investment››

Focus government spending on ››
frontline services

Lift education standards››

Improve public health efficiency ››
and effectiveness.

5	 We have revised our outcomes since 2008/09 when Customs introduced four outcomes of Protection, Facilitation, Relationships, and 
Revenue. From 2009/10, Relationships will not be regarded as an outcome, but will still be recognised as a critical enabler for achieving 
Customs’ outcomes – particularly our trans-Tasman and other relationships internationally, and with border and external sector agencies, 
and industry domestically.
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Customs specifically contributes to 
the Government’s goals to grow the 
economy, make communities safer, 
and step up infrastructure through  
a focus on the following priorities.

Customs’ priorities
From 2009/10, Customs will focus 
on three priorities, as agreed with 
the Prime Minister and Minister of 
Customs:

Advance integration of  ››
trans-Tasman border clearance 

Develop and implement the ››
Joint Border Management 
System and Trade Single 
Window

Increase in interceptions of ››
illicit drugs and precursor 
materials entering New Zealand.

Over the next three years, Customs 
also seeks to:

Collect due Crown revenue››

Support New Zealand’s free ››
trade negotiations

Gain market access and reduce ››

border compliance costs for 
New Zealand traders through 
international collaboration

Improve service delivery and ››
cost effectiveness at the border.

Border sector priorities

Customs contributes to border 
sector priorities. Border sector 
agencies seek greater efficiency and 
effectiveness at the border through 
ongoing collaboration and closer 
relationships with industry. 

From 2009/10, border agencies will 
focus on two priorities:

Improve passenger arrival and ››
departure processes at airports 
– including New Zealand’s 
trans-Tasman passenger 
facilitation

Develop the Trade Single ››
Window – an electronic portal 
that provides an interface 
between industry and 
government agencies.

These priorities are underpinned by 

two other elements of the shared 
border agencies’ work programme – 
better linking of information and 
intelligence, and tailoring 
government’s identity assurance 
framework for the border.

Customs is an important 
contributor to both priorities 
through our trade and travel work 
programme, and significant 
infrastructure, such as CusMod – 
the current border management 
system. Customs and the Ministry 
of Agriculture and Forestry are 
working together to replace 
CusMod with the Joint Border 
Management System and Trade 
Single Window. 

Development goals for the  

State Services

Customs’ strategic and operational 
decision-making is also influenced 
by the development goals for the 
State Services. These goals underpin 
the way we work towards Customs’ 
desired outcomes, that includes 
working collaboratively with others. 
The goals also guide us in developing 
Customs’ organisational health  
and capability.6

6	 The overall goal for New Zealand State Services is: A system of world class professional State Services serving the Government of the day and 
meeting the needs of New Zealanders. There are six development goals for State Services – Employer of choice, Networked State Services, 
Value-for-money State Services, Coordinated State Agencies, Accessible State Services, and Trusted State Services.
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Changing demand

Changing trade and »»
passenger volumes

Changing risk profile»»

Declining revenue»»

Changing requirements

Increasing integration of »»
border and supply chain 
systems and processes, 
domestically and 
internationally

Expectation of streamlined »»
services and systems, 
and reduced compliance 
burden

Changing capabilities

Increasingly sophisticated »»
and complex criminal 
offending and other threats

Rapid technological »»
change

Growing the economy»»
Clamping down on criminal gangs and  »»
the ‘P’ trade
Reducing regulatory and compliance demands»»
Pursuing trade agreements»»
Improving value-for-money»»
Improving frontline services»»

Priorities agreed with the Minister

Advance integration of trans-Tasman  »»
border clearance
Develop and implement the Joint Border »»
Management System and Trade Single Window
Increase in interceptions of illicit drugs»»
Ensure revenue due to the Crown  »»
is collected
Increase international collaboration to ensure »»
market access and reduce compliance costs
Continue to support New Zealand’s  »»
free trade negotiations
Improve service delivery and  »»
cost-effectiveness at the border

Development goals for the State Services

Employer of choice»»
Networked State Services»»
Value-for-money State Services»»
Coordinated State Agencies»»
Accessible State Services»»
Trusted State Services»»

Operating environment Capability

Key drivers

Customs’ strategic framework

Measures of organisational  
health and capability

People

Process

Information, Knowledge, 
and Systems

Relationships

Government goals and priorities

Vision  	

Mission  	

Values 
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Measures of impactMeasures of service performance

Output classes OutcomesImpactsImmediate results

Leadership and excellence in border management that enhances the security and prosperity of New Zealand

Protecting New Zealand’s border and revenue in order that New Zealanders may live in safety while  
actively participating in the global community

Integrity Respect Commitment Agility

Policy advice

Intelligence and risk 
assessment services

Clearance of 
international passengers, 
crew, and craft

Clearance of import, export, 
and excise transactions

Technical advisory services

Surveillance, search, and 
containment

Investigation of offences

Prosecutions

Revenue collection, 
accounting, and debt 
management

National Maritime 
Coordination Centre

Crown and agency 
revenue is collected

Crown maritime assets are 
effectively allocated to meet 
civilian needs

Advice is provided to the 
Minister’s satisfaction

Intelligence and risk services 
meet client agency needs

People and craft are cleared 
and suspected offences against 
the law are detected

Trade transactions are cleared 
and suspected offences against 
the law are detected

Relevant and timely information 
is available to clients

Risk of craft being used for  
illegal entry or exit is controlled

Whether or not an offence has 
been committed is established

Offenders are held to account

Policy advice contributes to 
all impacts and outcomes

Harm to New Zealand 
and its interests is 
avoided

Illegal border 
activity is deterred

Minimal interventions and 
good border experiences 
for legitimate traders and 
travellers are sustained

Low compliance costs 
are maintained

Due customs revenue  
is collected

Contributes to a  
multi-agency outcome 
seeking efficient use of the 
Crown’s maritime assets in 
meeting civilian needs

Protection

Facilitation

Revenue
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Customs’ operating environment

New Zealand is an island nation with over 15,000 kilometres of coastline. Everything and 
everyone that comes to or leaves New Zealand does so by air or sea. Customs is one of a number 
of agencies that manages the flows of trade and travel across the border. Customs’ presence, 
significant infrastructure support, and the capability Customs provides at the border means we 
are a key contributor to border management. Customs is currently based in 13 New Zealand 
locations, and five overseas. Of approximately 1230 staff, about 70 percent are frontline Customs 
officers, supported by specialists who provide systems support to enable frontline staff to work 
efficiently and effectively. 

With Customs’ broad range of 
functions, we need to identify  
and prioritise the things that  
are most important to meeting  
the Government’s priorities.  
We monitor changes in our 
operating environment by keeping 
an eye on international and 
domestic trends – identifying 
opportunities and risks. Our 
planning focuses us on things that 
are important to delivering our 
longer-term goals, offer the most 
value for money, and mitigate risks. 
Our planning needs to consider 
possible single significant events as 
well as the impacts of a number of 
core, long-term drivers of change. 

In our last Statement of Intent  
we identified three long-term  
drivers of change for Customs: 

Changing demand ››

Changing requirements››

Changing capabilities.››

Over the next three years, the 
impact of some of these drivers  
will be different, as a result of the 
downturn in the global economy. 

Changing demand

In recent years, New Zealand’s 
growing international trade and 
tourism has challenged Customs’ 
ability to manage increasing border 
risks while facilitating growing 
volumes of trade and travel.  
Times have changed – at least in  
the short term. The global economic 
downturn is impacting on  
New Zealand, our trading partners, 
and their citizens. Demand for 
goods has dropped, both in  
New Zealand and in our export 
markets, and fewer people are 
travelling overseas. 

Trade and travel volumes are 
expected to be flat or falling over the 
next three years, with volumes rising 
after that. However, there will be 
some fluctuation in travel as a result 
of one-off events, such as the Rugby 
World Cup, which will generate an 
influx of overseas arrivals in 2011. 

Customs is a central part of the 
broader government machinery that 
manages New Zealand’s border 
interests. Customs and other border 
agencies seek to improve our 
collective services, and overall 
productivity, efficiency, and 
effectiveness. Customs manages 
critical border infrastructure – 
principally the CusMod system  
– that is increasingly relied on by 
government and industry to 
efficiently process border 
transactions, and manage risks that 
go with them. The system enables 
numerous government agencies to 
meet various objectives. It is now 
critical to managing risks to 
biosecurity, immigration, food 
safety, and customs, and risks to a 
range of policy objectives on behalf 
of other agencies. 
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Non-compliance with border and 
revenue laws is expected to increase 
as more individuals and companies 
experience financial pressures.  
We therefore anticipate more 
pressure on Customs’ intelligence, 
inspection, investigation, assurance 
resources, and revenue collection. 

Customs will need to remain  
agile to manage effectively in  
an increasingly tight fiscal 
environment. As for other 
government agencies, Customs is 
challenged with improving value-
for-money and frontline service 
delivery, while ensuring we are ready 
to respond when the inevitable 
upswing in the economy occurs. 

Changing requirements 

Internationally, increasing 
integration of border and supply 
chain systems and information is 
expected to continue. The trend is 
seen in the increase of countries 
either stipulating trade security 
requirements, or seeking better  
trade security assurance and 
efficiencies through bilateral 
arrangements. In New Zealand, 
traders seek better support at the 
border from government through 
simpler and more streamlined 
services with less bureaucracy,  

which aim to minimise their 
compliance costs and efforts. 
Exporters seek better access and 
speed of goods to overseas markets. 

Changing capabilities

Potential technology to improve  
the speed and effectiveness of border 
processing and risk management 
continues to increase rapidly.  
New technologies for screening, 
processing, and surveillance and 
tracking are coming on to the 
market all the time. We need to 
ensure we are taking advantage of 
relevant advanced technology so we 
are not using high value staff time 
on labour intensive activities with 
low value. The challenge for 
Customs is to identify technologies 
offering real benefits that are 
cost-efficient and cost-effective.

New technologies are being used for 
criminal purposes. Lucrative returns, 
particularly for trafficking illicit 
drugs, have led to highly organised 
and complex criminal activities.  
The spread of criminal activity into 
areas of the legitimate economy 
make it increasingly difficult for  
law enforcement agencies to detect 
crime – particularly for illicit  
drug trafficking and smuggling. 
Complexities within these high risk 
areas place increasing pressure on 

Customs’ investigations resources. 
Customs needs to have the ability  
to counter trends in criminals’ use 
of technology. 

Travellers and traders are increasingly 
expecting their compliance burden 
to be reduced, and processing  
speeds to be increased at the border. 
More sophisticated information and 
processing systems are needed to 
enable border agencies to respond 
without compromising the  
quality of their risk management.  
These systems need to deliver more 
sophisticated risk management 
capabilities, and increase integration 
with industry and other agencies’ 
systems – both domestically  
and internationally.

Risk mitigation 

The table on the following page 
shows the link between the long-
term drivers, organisational risks 
that would potentially reduce our 
impact towards the outcomes we 
seek, and initiatives to mitigate risks. 



Statement of Intent 2009-201214

Risk mitigation 

Long-term drivers Risk Mitigation

Changing demand

Trade and travel volumes are expected 
to fluctuate, so we will need to remain 
agile to respond to increases when the 
economy improves. 

Declining trade volumes resulting in 
a corresponding drop in third-party 
funding – places pressure on Customs 
to meet the shortfall.

Despite current declining volumes, 
border risks are increasing, particularly 
for areas with lucrative returns for 
offenders. Customs will need to be able 
to anticipate and respond to changing 
risks and risk profiles.

Operational capability and capacity is 
not aligned with changing volumes and 
changing risks, resulting in reduced 
impacts on outcomes.

Monitor and anticipate Customs’ »»
operating environment, which 
includes risk assessment and 
forecasting.

Improve Customs’ workforce »»
flexibility – through training and 
deployment.

Ensure resources are focused on »»
areas of high risk as volumes and 
risk profiles change.

Explore options for meeting the »»
shortfall from volume-related third party 
funding for trade, including possible 
additional sources of revenue.

Invest in advanced technology, »»
particularly for tracking and 
surveillance to achieve greater 
efficiency, and relieve pressure 
on high value resources from the 
demands of low value activities.

Changing requirements

Internationally and domestically,  
the public at large, government 
agencies, and New Zealand industry 
require greater levels of process and 
systems integration to improve the 
efficiency of trade and travel  
supply chains. 

Inability to deliver increased integration 
due to capability and capacity 
constraints.

Prepare and then submit the Stage »»
2 business case for the Joint Border 
Management System and Trade 
Single Window, with the Ministry of 
Agriculture and Forestry, to Cabinet 
for approval in August 2009.

Advance trans-Tasman border »»
clearance – particularly for 
passenger facilitation for New 
Zealand and Australian passport 
holders. Advance work to achieve 
greater process and systems 
integration across border agencies 
collectively, and with industry. 

Changing capabilities
Increasingly complex patterns of 
offending, particularly by trans-national 
organised groups, require advanced 
technology that will enable complexity 
to be managed more efficiently.

CusMod – Customs’ current border 
management system faces escalating 
risk of failure. 

Operational capability and capacity: 
Inability to respond effectively to »»
more complex patterns of offending

Inability to progress integration of »»
processes and systems internationally 
or domestically.

Business continuity and planning:
Inability to meet current and future »»
demands for Customs’ services.

Invest in advanced technology, »»
particularly for tracking and 
surveillance to achieve greater 
efficiency, and relieve pressure 
on high value resources from the 
demands of low value activities.

Prepare and then submit the Stage »»
2 business case for the Joint Border 
Management System and Trade 
Single Window with the Ministry  
of Agriculture and Forestry, to 
Cabinet for approval in August 
2009. The proposed system would 
improve risk management capability 
and efficiency.
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Outcome: Protection

New Zealand is protected, at the border, from the entry, or exit, of people, craft, goods,  
Ma–ori taonga and other treasured items, where the entry or exit may pose a material risk  
to our national interests.

Key impacts

Harm to New Zealand and its ››
interests is avoided 

Illegal border activity is deterred.››

What are we seeking to achieve?

Customs works with other agencies 
to effectively protect New Zealand 
from major threats and risks to  
New Zealand’s health, safety and 
security, and our values posed by the 
entry to and exit from New Zealand 
of a range of things. We protect 
New Zealand from harm by 
detecting and deterring illegal 
border activity. In doing so, we help 
to preserve New Zealand’s economic 
and social interests both within  
New Zealand and overseas. Customs 
also protects against threats to the 
Crown revenue base from those who 
do not comply with their revenue 
obligations. Additionally, Customs 
acts at the border to protect 
legitimate rights holders against 
illegal use through counterfeiting 
their products or merchandising 
their brand names.7 

Customs’ outcomes of Protection, 
Facilitation, and Revenue are 
interconnected. Desired impacts 
sought for the Protection outcome 
need to be balanced against the 
impacts sought for the other two. 

While it is important to protect 
both New Zealand and the 
Government’s revenue base from 
threats and risks, we cannot do so in 
a way that causes undue disruption 
to trade and travel, or causes 
otherwise viable businesses to fail. 
We need to balance our priorities 
and resources in such a way that 
does not incur unnecessary or 
unsustainable economic and  
social costs. 

Why is this outcome important?

As an active member of the 
international community,  
New Zealand needs to ensure we  
are protected from anyone and 
anything that seeks to undermine 
our economic, social, and 
environmental goals. 

Our reputation as a safe, secure,  
and trustworthy country to travel  
to and trade with is critical to  
New Zealand’s ability to compete 
on the world stage. Countries seek 
trading partners that are not 
corrupt, and are safe and secure  
for their citizens to travel to and  
do business with. Customs and 
other border agencies are tasked 
with protecting New Zealand at  
the border and maintaining  
New Zealand’s international 
reputation. 

Customs’ operating environment 
has become more complex.  
Trans-national organised criminal 
syndicates operate internationally 
without boundaries. Criminal 
activity is more sophisticated, and 
technology is changing rapidly.  
New Zealand will continue to be 
challenged by major threats and 
risks. We do not want terrorism and 
weapons of mass destruction in our 
country, yet we are not safe from 
these threats. Illicit drug trafficking 
has increased in New Zealand as it 
has for other countries. The global 
economic downturn is taking effect 
in New Zealand. Consequently, 
Customs expects to see a rise in 
illegal activities, represented by more 
smuggling, fraud, and Intellectual 
Property Rights infringements. 

Terrorism and weapons  

of mass destruction

Terrorism and its links to trade  
and travel is a major global threat. 
As a responsible global citizen,  
New Zealand supports and 
contributes to the work of other 
nations against terrorism and other 
threats to security. Continued 
instability in the Pacific also poses  
a risk to the security of the broader 
region – as trans-national criminal 
groups seek to exploit comparative 
security weaknesses. 

7	 Customs protects New Zealand against counterfeiting, referred to as Intellectual Property Rights (IPR) infringements.
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Customs and other agencies within 
the external sector protect  
New Zealand from these threats. 
Customs’ efforts include 
membership of the Operational 
Experts Group within the 
Proliferation Security Initiative 
(PSI) – which counters weapons of 
mass destruction proliferation. 

Illicit drugs

New Zealanders’ health and safety is 
threatened by illicit drug trafficking 
and precursors used in locally 
manufacturing illicit drugs such as 
Crystal Methamphetamine or ‘P‘. 
Violent crime, theft, and other 
crimes against communities are 
closely associated with illicit drugs. 
The frequency of interceptions of 
both precursors and illicit drugs has 
increased, and numbers of multi-
kilo interceptions remain high. 

Trans-national criminal syndicates 
are using more complex smuggling 
methods. These methods require 
more innovation and agility by 
Customs and other law enforcement 
agencies to counter effectively. 
Detecting precursor and illicit drug 
trafficking, and where needed, 
identifying, tracking and linking 
individuals to criminal syndicates, 
demands effective intelligence. 
Complex illicit drug and precursor 
chemical markets, and associated 

criminal syndicates, place pressure 
on Customs’ resources and 
capabilities to counter.

Increasing economic crime 

Customs anticipates an increase in 
economic crime at the border as a 
result of the economic downturn 
– in areas such as Intellectual 
Property Rights infringements, 
revenue evasion, and Smuggling.

Intellectual Property Rights

Intellectual Property Rights (IPR) 
offending is a global problem. The 
illegal trade in counterfeit products 
also funds international terrorism 
and trans-national criminal 
enterprise. IPR infringements 
threaten health and safety from 
products such as fake medicines.  
It also undermines a fair trade 
environment, causing economic 
harm to legitimate businesses – 
particularly posing a threat to 
market share and private sector 
research and development. 

Smuggling

Smuggling presents a risk to 
community safety, the environment, 
and the Government’s revenue base. 
Especially smuggling of prohibited 
goods – such as objectionable 
material; unsafe goods; smuggling of 
controlled goods, such as firearms; 
and fraud through under-valuation 

and mis-description of goods in 
trade. Smuggling endangered 
wildlife threatens the survival of 
endangered flora and fauna, both 
overseas and in New Zealand.8 

Customs will continue to enforce 
border controls against IPR 
violations by detaining infringing 
goods on behalf of rights holders. 
We will also enforce border controls 
against smuggling, and prosecute 
offenders where necessary.  
The expected increase in these 
activities in the current economic 
climate will place increasing pressure 
on our enforcement capability. 

Trade security

New Zealand’s reputation as a 
secure and trustworthy nation to 
trade with is important to our 
ability to compete internationally. 
Customs will continue to seek 
integration, on a bilateral basis,  
with key trading partners, to 
minimise the costs on trade from 
increased security requirements.  
We will also have to respond to 
requirements imposed unilaterally 
by some major trading partners, to 
ensure New Zealand’s trade is not 
disadvantaged.

8	 Within New Zealand, the Department of Conservation implements and administers the Convention on International Trade in 
Endangered Species of Wild Fauna and Flora (CITES). Customs is responsible for enforcing border controls based on the Trade in 
Endangered Species Act 1989, and works with the Ministry of Agriculture and Forestry as part of the Wildlife Enforcement Group.
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What will we do to achieve  

this outcome?

Protecting the border effectively 
stems from our understanding of 
the overall risk environment, good, 
timely information and intelligence 
about threats and risks, and effective 
systems to anticipate, assess, and 
mitigate risks. These are delivered 
through services in nine of the 10 
Output Classes for Vote Customs.9 

Customs’ priority
We will continue to protect  
New Zealand from a variety of 
threats and risks, with a focus on  
the following priority, as agreed  
with the Prime Minister and 
Minister of Customs:

Increase in interceptions of illicit 

drugs and precursor materials 

entering New Zealand

This priority aims to:

increase the number of ››
Customs’ interceptions of illicit 
drugs and precursor material 
entering New Zealand

increase the disruption and ››
dismantling of trafficking 
organisations and trans-national 
criminal groups.

Customs is working with other law 
enforcement agencies, under the 
National Drug Policy 2007 – 2012 
to reduce the demand for and 
supply of illicit drugs within the 
community. Customs’ focus is  
on disrupting the supply of 
imported illicit drugs and precursor 
chemicals to the domestic market. 
Over the past seven years,  
Customs’ interceptions of illicit 
drugs (mainly precursors) have 
significantly increased. In 2008,  
the street value of intercepted 
precursors and methamphetamine 
was $205 million, and in dollar 
terms, that is estimated to equate  
to $83 million avoided harm. 

The complexity of the illicit drug 
market involving organised and 
trans-national criminal groups 
means law enforcement 
investigations are more resource-
intensive and time-consuming for 
Customs. Over the next three years, 
Customs will invest in modern 
surveillance and tracking 
technologies to improve the 
efficiency of these operations.

How will we demonstrate 

success in achieving this?

While no single measure of success 
exists for delivering “protection” – 
Customs recognises the need to 
draw upon a number of measures 
that can provide a more complete 
picture for assessing the success or 
failure of Customs’ border 
protection.

We will continue to measure 
Customs’ impact, as set out  
on page 18.

We will modify Customs’ impacts 
and measures where required, to 
reflect border sector progress in 
developing a set of shared impacts 
and performance measures and 
standards for the Protection outcome 
during 2009/10. 

9	 The Protection outcome is delivered through the following output classes: Policy advice; Intelligence and risk assessment services; 
Clearance of international passengers, crew, and craft; Clearance of import, export and excise transactions; Revenue collection, 
Accounting and debt management; Surveillance, search and containment; Investigation of offences; Prosecutions and civil proceedings; 
and National Maritime Coordination Centre. See Facilitation and Revenue outcomes also.
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Impacts Indicators Measured by10

Harm to New Zealand and its 
interests is avoided

Level of harm to the New Zealand »»
community and national interests 
avoided through Customs’  
drug seizures

Level of interdiction»» 11 of illicit drugs. 

The value of harm avoided through »»
Customs’ drug seizures will be more 
than levels in 2008/09 as measured 
by indicative data from the  
New Zealand Drug Harm Index.

Illicit drugs with a significant imported »»
content are harder to obtain compared 
to 2008/09 as measured by the Illicit 
Drug Monitoring System (SHORE).12

Illegal border activity is deterred Level of economic loss suffered by »»
importers of illicit goods

New Zealand’s ranking in »»
international risk surveys

International travellers’ and »»
commercial clients’ perceptions of 
border security threats and risks.

Importers of illegal goods incur losses »»
through seizure of illicit drugs, IPR 
goods, and other goods (loss in illegal 
gains based on the estimated street 
value of drugs and the estimated 
market value of goods seized).

New Zealand ranks among the top »»
25 countries for low risk ratings 
as measured by indicative country 
comparisons from the Economist 
Intelligence Unit’s Risk Briefing.13

International travellers and commercial »»
clients will have the same or more 
confidence that Customs protects 
New Zealand from external threats 
compared to the 2008 baseline  
protection-related measures as measured 
by Customs’ stakeholder survey.

 

10	The performance measures and standards cover the period 2009 – 2012. Performance will be measured selectively over that period rather 
than annually. These standards represent selective snapshots of impacts based on indicative measures. Contextual and analytical 
information is needed to support understanding of the impacts and performance standards.

11	Performance standards for seizures ex-ante are not included. Similarly to procedures of other countries (e.g. United States Department of 
Homeland Security does not provide year to year targets for seizures, only year-end data).

12	SHORE – is an acronym for Centre for Social and Health Outcomes, Research and Evaluation. Country comparisons in international 
surveys and indices cover more than just customs activities.

13	Country comparisons in international surveys and indices cover more than just customs activities.
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Outcome: Facilitation

New Zealand’s economic, social, environmental, and cultural interests are sustained and 
enhanced by facilitating the flow of legitimate trade, travel, goods, Māori taonga and other 
treasured items, across the border.

Key impacts 

Low compliance costs are ››
maintained 

Minimal interventions and ››
good border experiences for 
legitimate traders and travellers 
are sustained.

What are we seeking to achieve?

Customs contributes to  
New Zealand’s security, trade,  
and tourism by managing risks to  
New Zealand’s interests, while 
facilitating legitimate trade and 
travel across the border. For a border 
agency, effective facilitation occurs 
when threats and risks are managed 
in a way that does not cause undue 
delays or cost for the majority of 
legitimate traders and travellers  
who comply with their obligations. 
We are continually seeking to 
improve the experience for 
legitimate travellers, and keep the 
compliance burden and processing 
times faced by traders and travellers 
to a minimum, consistent with 
effective border management.  
We will work with other border 
agencies and stakeholders towards 
enhancing New Zealand’s reputation 
as a preferred tourism destination 
and host for international  
major events. 

Why is this outcome important?

Within the global economy,  
New Zealand competes for  
tourists and trade with other 
countries having comparable 
benefits. As for other nations, the 
quality of New Zealand’s customs 
administration can either enhance 
or disrupt New Zealand’s reputation 
as a safe, secure, trustworthy, and 
efficient country to visit, move to, 
or do business with. First 
impressions are lasting impressions. 

Efficient border processes  

for trade and travel

Trade

Internationally, trading countries 
seek greater efficiency and trade 
support through more integrated 
systems and processes. Border 
agencies are leading the drive 
through trade agreements that 
require harmonised border systems 
and compliance processes. 

Domestically, Customs and border 
sector agencies seek greater 
efficiency and better service delivery, 
by achieving higher levels of process 
and systems integration – between 
border agencies, and with industry 
and other stakeholders. Customs 
and other border agencies are 
working with industry to introduce 

the Trade Single Window – an 
electronic portal linking industry 
with border agencies.

Travel

Tourism remains an important 
industry for New Zealand despite the 
current economic downturn. 
Customs’ place at the border means 
we and other border agencies will 
continue to have an important role as 
a positive first and last impression of 
New Zealand. As visitors do not 
necessarily distinguish between 
agencies at the border, it is important 
for border agencies collectively to 
provide efficient and effective service. 
To this end, Customs and other 
border agencies are working to 
develop more streamlined border 
processes at airports for travellers.  
We are also seeking more integrated 
processes with Australia for clearance 
of passengers on trans-Tasman 
routes. Such processes will 
significantly reduce the compliance 
burden on low risk travellers.
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What will we do to achieve  

this outcome?

Customs will contribute to  
New Zealand’s economic prosperity 
through more streamlined border 
processes and systems, while 
managing risks appropriately,  
and providing effective service 
delivery. The Facilitation outcome is 
delivered through services in five of 
the 10 Output Classes for Vote 
Customs.14

Customs’ priorities
From 2009/10, Customs will 
contribute to the following 
priorities, as agreed with the Prime 
Minister and Minister of Customs: 

Advance integration of trans-

Tasman border clearance 

As Customs’ highest priority, we 
seek to advance integration of 
trans-Tasman border clearance, 
particularly by implementing a 
faster passenger clearance process for 
Australian and New Zealand 
passport holders flying trans-Tasman 
routes. This will bring the trans-
Tasman passenger experience closer 
to domestic travel experiences, and 
help facilitate both business travel 
and tourism. 

This priority would introduce more 
seamless processes that enable some 
passengers to avoid queues at 

traditional customs booths, through 
a range of options that include using 
kiosk technology. Kiosk technology 
permits passengers presenting low 
risk, and who carry electronic 
passports, to be electronically 
cleared at the border on arrival. 

Overall, the priority will make it 
faster and simpler to travel between 
the two countries, while 
maintaining security standards, and 
minimising costs to governments 
and compliance costs for travellers. 
Over the next three years, Customs 
seeks to invest in new kiosk 
technology that is compatible with 
technology used by our Australian 
counterparts. In the future, kiosks 
will make it possible to clear 
departing passengers too. 

Develop and implement the Joint 

Border Management System and 

Trade Single Window

This priority involves replacing 
CusMod – Customs’ border 
management system – with the 
Joint Border Management System. 
CusMod faces escalating risk of 
failure due to its age and limited 
capability. The system processes 
millions of trade and travel 
transactions. Data from the system 
is needed to compile New Zealand’s 

trade statistics used by government 
and industry. Currently, low levels 
of systems integration across border 
agencies limits the agencies’ abilities 
to collectively achieve more integrated 
border processes, greater efficiencies, 
and better service delivery. 

The Joint Border Management 
System would incorporate the Trade 
Single Window. The Trade Single 
Window is a single portal that 
provides an electronic interface 
between industry and government. 
The Trade Single Window is 
expected to reduce compliance costs 
and compliance efforts for traders 
by reducing duplication, and in 
some cases, replacing manual, 
paper-based transactions with 
electronic capacity.

This priority will be advanced by 
Customs and the Ministry of 
Agriculture and Forestry following 
approval of the Stage 2 business case, 
due to Cabinet in August 2009. 

14	The Facilitation outcome is delivered through the following output classes: Policy advice; Intelligence and risk assessment services; 
Clearance of international passengers, crew, and craft; Clearance of import, export and excise transactions; and Technical advisory 
services. See the Protection and Revenue outcomes also.
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Other areas of focus
Over the next three years, through 
our focus on the following areas, 
Customs seeks to:

Gain market access and reduce ››
border compliance costs for 
New Zealand traders through 
international collaboration

Support New Zealand’s free ››
trade negotiations

Improve service delivery and ››
cost-effectiveness at the border.

Gain market access and reduce 

border compliance costs for 

New Zealand traders through 

international collaboration

Customs seeks to ensure New 
Zealand continues to have a voice 
internationally, and therefore have 
influence through New Zealand’s 
participation in international trade 
and customs fora. Together with the 
Joint Border Management System 
and Trade Single Window already 
mentioned, our focus on this area will 
help gain market access for exporters 
and reduce their border compliance 
costs. Through this focus we will:

develop bilateral arrangements ››
that are beneficial to New 
Zealand’s trade and other  
policy interests

influence international ››
standards as they are being 
developed for border 
management

respond to the United States ››
9/11 legislation requiring 100% 
screening of air cargo with 
radiation technology effectively

continue support for the World ››
Customs Organisation’s 
(WCO’s) policy setting.

Support New Zealand’s free 

trade negotiations

We seek to advance the 
Government’s trade agenda through 
our advice on customs aspects of 
New Zealand’s trade agreements, led 
by the Ministry of Foreign Affairs 
and Trade. 

Improve service delivery and 

cost-effectiveness at the border

Customs and other border agencies 
seek to achieve better service 
delivery, efficiencies, and cost-
effectiveness through more 
integrated processes, systems,  
and capabilities at the border.  
The efficiencies are expected to 
contribute to reduced compliance 
costs for traders and travellers at  
the border.

How will we demonstrate  

success in achieving this?

Processing options, processing 
times, length of standing time in 
queues, and turn-around times for 
trade-related clearances are 
measurable indicators of issues we 
know are significant to traders and 
travellers. Stakeholder perceptions 
of our service are a key source of 
feedback – and are sought from 
travellers, businesses, industry 
groups, and other agencies in  
New Zealand and overseas. 

We will continue to measure 
Customs’ impact as set out over  
the page.

We will modify Customs’ impacts 
and measures where required, to 
reflect border sector progress in 
developing a set of shared impacts 
and performance measures and 
standards for the Facilitation 
outcome during 2009/10.
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Impacts Indicators Measured by

Low compliance costs are maintained Relative rankings in domestic and »»
international comparisons. 

Customs’ low compliance costs will be 
maintained compared to domestic and 
international compliance costs, indicated by:

Less than 10 percent of respondents in »»
the Business New Zealand and KPMG 
Compliance Cost Survey cite border-
related requirements as a compliance 
cost priority

New Zealand ranks among the top 50 »»
countries for low costs to import and 
export goods as reported in the World 
Bank’s annual Doing Business Survey.

Minimal interventions and good border 
experiences for legitimate traders and 
travellers are sustained

Border facilitation performance»»

Levels of satisfaction of »»
international travellers and 
commercial clients.

90 percent of arriving air passengers are »»
cleared within 45 minutes, as measured 
by Customs’ operational data

98 percent of arriving air passengers  »»
are cleared within 60 minutes, as 
measured by Customs’ operational data

95 percent of import and export »»
transactions (other than those referred for 
compliance checks) are processed within 
30 minutes, as measured by Customs’ 
operational data

New Zealand ranks among the top »»
10 countries for border facilitation 
(measured by indicative country 
comparisons from the World Bank 
Logistics Performance Index, the World 
Economic Forum Enabling Trade Index, 
and international airlines survey)

International travellers and commercial »»
customers will have the same or greater 
satisfaction with Customs’ facilitation of 
people and goods across New Zealand’s 
border compared to the 2008 baseline 
facilitation-related measures (measured 
by Customs’ stakeholder survey).
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Outcome: Revenue

Due customs revenue is collected to support the Government’s social, economic,  
and fiscal objectives.

Key impact

Due customs revenue  ››
is collected. 

What are we seeking to achieve? 

Customs seeks to collect the due 
amount of customs revenue from 
import duty, excise equivalent duty, 
and goods and services tax at the 
border, and excise duty within  
New Zealand. This requires high 
levels of voluntary compliance to 
ensure customs revenue is correctly 
declared and efficiently collected 
when due. 

We reduce the risk of non-
compliance for traders and travellers 
through ease of access to 
information detailing their 
obligations and customs revenue 
declaration systems and processes 
that are efficient and easy to use.  
We provide credit and debt 
management services that focus  
on collecting revenue due in a 
professional, efficient, and  
reliable manner. 

Customs acknowledges the current 
economic downturn will present 
challenges as some traders 
experience cash flow shortages. 
Consequently, we anticipate an 
increase in the numbers of traders 
who are not able to meet their 
revenue obligations in a timely 
manner. We will continue to 
maintain a consistent and equitable 
approach that focuses on collecting 
all revenue due to the Crown, 
recognising those who meet their 
revenue obligations fully and on 
time. We understand that in this 
challenging economic environment 
continuing to work closely with 
traders and other government 
agencies is likely to be in the 
collective interests of New Zealand’s 
economy, and international and 
excise trade. 

While the majority of traders are 
compliant, we anticipate an 
increased likelihood of deliberate 
actions on the part of some traders 
to either defer or evade customs 
revenue obligations – actions that 

may constitute fraudulent activity. 
We will counter this possibility 
through an enhanced focus on 
customs revenue compliance and 
decisive action against those found 
to be evading their obligations. 

Why is this outcome important? 

Customs’ revenue collection is an 
important source of funding for the 
Government to achieve its priorities 
for New Zealanders.15 Customs 
revenue makes up about 15 percent 
of the Crown’s revenue base, and is 
expected to exceed $10 billion in 
2009/10. It is important to 
maintain the integrity of the tax 
system by ensuring fair and effective 
administration and enforcement of 
taxpayers’ obligations. 

Protecting the Crown’s revenue  
base is particularly important  
within the current economic 
climate, where the Government 
seeks to consolidate its revenue in 
order to deliver other goals and 
aspirations for New Zealand.

15	Customs revenue supports other economic and social objectives. Excise duties are levied for a number of reasons including duties to 
reduce demand for goods, such as cigarettes contributing to social costs. Customs tariffs are collected on a small number of imported 
commodities to protect vulnerable industries in New Zealand from competing producers in lower cost economies.
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What will we do to achieve  

this outcome?

We promote voluntary compliance 
and provide efficient assessment, 
collection, and debt management 
systems and processes. We will 
address non-compliance as required. 
These services are delivered across 
several Output Classes for Vote 
Customs.16

In this challenging economic 
environment, we will continue to 
collect customs revenue effectively 
and efficiently, and mitigate the  
risk of customs revenue evasion.  
We will deliver this through active 
monitoring of customs revenue 
compliance, work with other 
government agencies, our trader 
relationships, and feedback from 
our stakeholders. We will focus on 

making traders aware of their self 
assessment obligations, and customs 
revenue liability for goods in both 
international and domestic  
excise trade. 

We expect that within the current 
economic conditions some traders 
will be experiencing difficulties in 
meeting their revenue obligations. 
We will therefore manage our 
collection and debt management 
services in appropriately  
responsive ways. 

From 2009/10, we will focus on the 
following:

Collect due crown revenue

We aim to provide the Government 
with assurance that due revenue is 
collected. We will continue to 
implement a proactive revenue 

Impact Indicators Measured by

Due customs 
revenue is collected

Revenue against Treasury forecast»»

Revenue compliance levels»»

Debt write-off levels.»»

Revenue collected aligns with Treasury forecast as »»
measured by audited collection data.

Risk based compliance and assurance processes »»
confirm high levels of compliance by generating 
assessed revenue (excluding penalties) that is less 
than 1 percent of total revenue collected.

Debt write-off in any one year as a percentage of »»
total revenue collected in that year is no more than 
0.02 percent.

collection strategy that involves:

education support for businesses, ››
brokers, and the public

customs revenue assurance ››
strategy and programme 
informed by intelligence and 
delivered on a targeted basis

closer working relationships ››
with companies and other 
agencies to address emerging 
revenue collection issues early 
and in a timely fashion

aged debt focus – intervening  ››
at the earliest possible time.

How will we demonstrate 

success in achieving this?

We will continue to measure 
Customs’ impact as set out below: 

16 The Revenue outcome is delivered through the following output classes: Policy advice; Intelligence and risk assessment services;  
Clearance of import, export, and excise transactions; Revenue collection, accounting, and debt management; Prosecutions and civil 
proceedings; and Technical advisory services.
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Customs’ organisational health and capability

Customs operates in an increasingly complex and changeable environment. Over the next three 
years we will need to manage increasing and changeable risks despite fluctuating trade and travel 
volumes. We will also respond to changing overseas and domestic requirements with fewer 
resources within the current economic climate. 

frontline roles facing increasing 
demands. More generally, we seek to 
deploy staff to other areas of high 
risk to ensure we gain the most 
efficient use of resources. 

We will also need to draw upon the 
strength and capability of our 
managers over the next three years 
– and will therefore refine and 
continue to implement leadership 
programmes for managers.

Customs recognises the need to 
work with others to manage and 
protect New Zealand’s border in the 
best way possible. Overseas links 
enable Customs to advance the 
Government’s trade agenda, and 
also strengthen our intelligence 
information to best counter the 
threats to New Zealand’s border.  
In the trade environment,  
New Zealand along with other 
advanced customs administrations 
seeks to improve the efficiency of 
international trade and travel supply 
chains. The efficiencies are to be 
achieved through increased process 
integration based on common 
standards.17 This includes 

At the same time, we will look for 
new and innovative ways of doing 
things. We want to improve trade 
and travel facilitation, and provide 
value-for-money in what we do, 
while ensuring risks to New Zealand 
are identified and managed. We 
need to manage increasing risks and 
funding pressures while preparing 
for the eventual upswing in the 
economy. We need to be innovative, 
agile, and flexible – if we are to get 
the most value from our response to 
emerging changes in global border 
management practice.

Regardless of economic pressures we 
will not compromise the high 
standards of professionalism and 
integrity we expect of our people. 
While we expect to retain staff 
within the current job market, we 
will still need to hold on to quality 
staff. Over the next three years, with 
fluctuating volumes and increasing 
risks, we will need to have the 
ability to align our people with 
shifting workloads as pressures 
change. We expect to retrain some 
staff for more highly skilled 

implementing a trade single window 
– an electronic portal between 
government agencies and traders. 

 Some trading countries have 
increased their security 
requirements – driving up trade 
costs. Increasing integration of 
global supply chains based on 
common standards helps to reduce 
trade costs. Customs seeks to 
implement these standards through 
the Joint Border Management 
System to enable shared systems 
compatibility across customs 
administrations overseas. We will 
also pursue bilateral arrangements 
with other administrations to 
provide mutual trade security 
assurance at a low cost to trade. 

Advancing integration of trans-
Tasman border clearance, to achieve 
faster and more seamless passenger 
facilitation – is Customs’ highest 
priority – with trade as a focus in 
the near future. Customs will invest 
in new kiosk technology as an 
alternative to traditional customs 
booths for Australian and  
New Zealand passport holders 
crossing New Zealand’s border. 

 

17	Customs seeks to adopt common standards such as the World Customs Organisation (WCO) SAFE Framework of Standards to secure 
and facilitate global trade – referred to as the SAFE Framework.
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In New Zealand, Customs and 
other border agencies seek 
continued integration of border 
processes and capabilities.18 
Expected gains include greater 
efficiencies for both traders and 
border agencies, and reduced 
compliance costs for traders. 

More sophisticated information 
systems are necessary to enable 
increased integration.  

CusMod – the current border 
management system – is now a major 
whole of government asset. Nine 
government agencies use the system 
and 20 agencies overall rely on the 
system to meet their border needs. 
The system is reaching the end of its 
economic life and needs to be 
replaced. It is unable to meet some 
current and emerging needs – such 
as implementing international data 
standards. In 2009/10, Customs 

and the Ministry of Agriculture and 
Forestry will present a Stage 2 
business case to Cabinet for 
approval to replace CusMod with 
the Joint Border Management 
System and Trade Single Window. 

How will we measure  

our success?

The key measures of Customs’ 
organisational health are set  
out below:

Capability Indicators Measured by

People Client and public perceptions of the »»
integrity, respect, commitment, and 
agility of Customs

Customs’ staff engagement with  »»
their work.

International travellers and commercial customers »»
will have the same or greater satisfaction with staff 
demonstration of Customs’ core values compared 
to the 2008 baseline ratings across the four core 
values as measured by Customs’ stakeholder survey.

Customs maintains the same or better rating for high »»
trust and confidence, compared with the previous 
surveys as measured by the public sector trust and 
confidence surveys.

Customs’ aggregate score on the employee »»
engagement index will be higher than the  
2008 baseline score as measured by Customs’  
workplace survey.

Systems, Technology Customs’ information systems readiness 
and availability.

CusMod is available at least 99 percent of the time »»
on a 24 hours a day, 7 days a week basis.

99 percent availability of Customs’ websites and call »»
centre on 24 hours a day, 7 days a week basis.

Relationships Customs’ working relationships with »»
stakeholder groups, including border 
sector and other government agencies, 
and industry in New Zealand

Customs clients’, particularly traders’ »»
and travellers’ satisfaction with 
Customs’ service at the border.

Stakeholders rate their working relationships with »»
Customs the same or better than the 2008 baseline 
rating of working relationship as measured by 
Customs’ stakeholder survey.

Stakeholders will have the same or greater »»
satisfaction with Customs’ overall performance 
compared to the 2008 baseline as measured by 
Customs’ stakeholder survey.

Customs is rated as good or better for helpfulness in »»
the Business NZ and KPMG Compliance Cost Survey.

18	The border sector is comprised of the Ministry of Agriculture and Forestry, Ministry of Transport, Department of Labour, Food Safety 
Authority, Department of Internal Affairs, and Customs.
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Other Information

Measures of cost effectiveness

As signalled in our last Statement of 
Intent, work is underway to develop 
meaningful measures of cost-
effectiveness for Customs. This work 
focuses on determining suitable 
measures to quantify cost-to-
outcome relationships for our 
outcomes of Protection, Facilitation, 
and Revenue.

Developing meaningful measures 
presents several challenges.  
These include identifying and 
measuring contributions to 
Customs’ outcomes that can be 
attributed to our interventions, as 
opposed to other factors. A further 
challenge is developing 
comprehensive measures of our 
impact on those outcomes.

We expect to progress this work over 
the next three years, which includes 
working with other agencies facing 
similar challenges.

Equal employment opportunities

Customs’ focus on equal 
employment opportunities is guided 
by the State Services Commission’s 
Equality and Diversity New Zealand 
Public Service Equal Opportunities 
Policy. Customs collects information 
on ethnicity, gender, and disabilities 
information for staff, and analyses 
data on its ethnicity and gender to 
inform our people capability 
strategy.19 

Over the next three years, our focus 
will be to retain existing capability. 
This focus will require our managers 
to support an effective career 
pathway for their staff and the 
Career Development Board 
processes. Our managers and the 
Board will continue to raise 
awareness of ethnicity, gender, and 
disability issues related to 
recruitment, career development. 
They will also identify leadership and 
technical ability, and encourage and 
provide support for staff to further 
develop critical competencies. 

19	 In terms of ethnicity, as at 31 December 2008, 9.2 percent of Customs employees were identified as Ma–ori, 8.0 percent as Pacific 
peoples, 10.5 percent as Asian, 60.0 percent as New Zealand Pakeha (New Zealand European), and 15.2 percent as European  
(non-New Zealanders). The proportion of female staff was 39 percent, as at 31December 2008, the same for the previous time last year.
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Capital and asset management intentions

Customs’ asset management plan includes the replacement and upgrade of a critical systems 
capability – to enable Customs and other border agencies to use technology that improves the 
speed, non-intrusiveness, and effectiveness of border processing and risk management. 

There are two immediate priorities: 

advancing integration of ››
trans-Tasman border clearance, 
particularly passenger 
facilitation through new 
technology 

more integrated and enhanced ››
business processes; and 
developing the Stage 2 business 
case for the Joint Border 
Management System and  
Trade Single Window, with the 
Ministry of Agriculture and 
Forestry, to replace CusMod – 
the current ageing border 
management system.

Border management systems are 
required to operate reliably and 
accurately 24 hours a day, seven 

days a week at the frontline and in 
the back office. Well designed and 
integrated systems that support 
enhanced business processes make a 
significant contribution to the 
facilitation, risk management, and 
revenue outcomes that Customs is 
charged with advancing. In 
2009/10, Customs’ systems will 
facilitate trade valued at circa $80 
billion, process over nine million 
passengers, and enable more than 
$10 billion, or 15 percent of  
total the Government revenue,  
to be collected. 

The forecast capital expenditure 
includes capital for new 
accommodation and passenger 
processing facilities, along with 
routine replacement and upgrade  

of Customs’ plant and equipment  
to enable Customs’ outcomes to  
be delivered in a safe and cost 
effective manner.

A capital injection of $4.7 million 
will be drawn down in 2009/10 to 
enable us to undertake the fit out of 
the new Wellington Customhouse, 
which is expected to be available for 
occupation from October 2010.

A further $7.5 million is allocated 
to the development and installation 
of automated trans-Tasman 
passenger systems over the 2009/10 
financial year.

Customs’ forecast capital 
expenditure for the three years  
from 1 July 2009 to 30 June 2012  
is as follows:

Category 2009/10

 $000

2010/11

 $000

2011/12

 $000

Computer equipment  6,583  2,000 1,750

Computer software  3,888  2,000 1,750

Furniture and fittings  1,050  1,500 1,000

Leasehold improvements  8,000  1,250 1,400

Motor vehicles  400  600  600

Office equipment and plant  1,380  750  750

Total  21,301  8,100 7,250





The Customhouse, 17 Whitmore Street, Box 2218, Wellington, New Zealand 

Phone: +64-4-473 6099, Fax: +64-4-473 7370

www.customs.govt.nz


