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/... | COVID-19 Wage Subsidies

Wage Subsidy actions

This page is for all staff who are processing or updating COVID 19 wage subsidies.

v Common Processing Questions

Multiple Applications - adding notes

When adding notes on a record, please make sure you add this s associated with that
applicant. This helps to make sure no important information-is missed when s g'with an

employer or dealing with repayments. @ @

Locked Applications @ &X@

Locked applications mean there may be @grity n .:
e'ls u

locked application in S2P,please re he task “bocked Application” If a client follows up
on their application is and we @ ' r@ estigation/locked' we can advise

“Your application has béen escalated k into it further to make sure you're entitled to
the subsidy. We'll as have an outcome’.
We haveexact ticne frames for when the Integrity team will contact the
i :E A h@n further.
Applicantis r@@m MSD assistance
Pleas investigate if an applicant is receiving other MSD assistance, this is a breach of
Priva

Escalations/Action required

When escalating a case to be followed up, please include the application link.
It’s in the website address bar at the end of the address (eg

https://best.ssi.govt.nz/ess/trader applications/00000)

Note Escalations should go to your site Escalation team or Capability Developer. If you’re unsure
who this is, talk to your Manager.

Incorrect Application type

We should not decline an application where a self employed person has applied using the
Employer application. Just check the application as you normally would.
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You may notice Shareholders of a company have applied under separate self employed
applications. If they aren’t self employed, they'll need to reapply under the employer application.

They will be listed in the IR Portal if this is the case.

Directors and Shareholders

If more than one person is involved in a business (including directors and shareholders), they
should all be included in the employer application form.

If only one person is involved in a business (ie self employed), they should apply for themselves
using the self employed application form.

If multiple directors/shareholders of a business are self employed and are using the self employed
form to apply for themselves, they should use their personal IRD numbers in the applications, not
their business IRD number.

Application details differ from previous applications & % %@

If application details other than the IR name and nu e dif ere vious applications
(ie contact details, bank account number), do not ecline an application.
ils an .

Contact the applicant to confirm we have th

v Stepsto Processin

A Ifyou pers on@ omeon % applied for this assistance or the employer has applied for
meotie that ht an employee, please result the S2P task “Employer known’. Do not
’ mtu lication you have picked up.
There are %@\ subsidy types in EES
|

l 9 Wage Subsidy/Leave Payment Wage and Leave Payments submitted before

27/03/2020 4pm

e COVID 19 Consolidated Wage Subsidy Wage Subsidy submitted after 27/03/2020 4pm

e COVID 19 Essential Workers Leave Support Subsidy Leave support for essential workers
submitted from 06/04/2020

e COVID 19 Leave Support Scheme Leave support for all workers from 1/05/2020 (replaced
EWLS)

e COVID 19 Wage Subsidy Extension Wage Subsidy submitted from 10/06/2020 9am until
01/09 11.59pm

e COVID 19 Resurgence Wage Subsidy Wage Subsidy submitted from 21/08/2020 1pm

e COVID 19 Short Term Absence Payment Leave support for all workers from 9/02/2021 9am

e COVID 19 Wage Subsidy March 2021 Wage Subsidy submitted from 4/03/2021 1pm

e COVID 19 Wage Subsidy August 2021 Wage Subsidy submitted from 20/08/2021 9am

e COVID 19 Wage Subsidy August 2021 #2 Wage Subsidy submitted from 3/09/2021 9am

e COVID 19 Wage Subsidy August 2021 #3 Wage Subsidy submitted from 17/09/2021 9am

e COVID 19 Wage Subsidy August 2021 #4 Wage Subsidy submitted from 1/10/2021 9am
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e COVID 19 Wage Subsidy August 2021 #5 Wage Subsidy submitted from 15/10/2021 9am
e COVID 19 Wage Subsidy August 2021 #6 Wage Subsidy submitted from 29/10/2021 9am
e COVID 19 Wage Subsidy August 2021 #7 Wage Subsidy submitted from 12/11/2021 9am
e COVID 19 Wage Subsidy August 2021 #8 Wage Subsidy submitted from 26/11/2021 9am

Before you start, please note

» Before processing an application in EES, please read all the comments to ensure nothing is
missed. There are other teams working on these applications running integrity checks,
escalations and IT fixes.

o Employers and self employed people cannot receive multiple COVID 19 payments for the
same employee (or themselves) for the same period of time.

¢ Anindividual can be a self employed person and in an employer application (ie have a job as
an employee and also have their own business). As long as the B sIRD nu r is
different, we can process both applications.

e Thereis an IR portal to check employer details. Staff proc& ole Trad r@catlons
must not access this. ‘

o Self employed applications require a phone cal

o Dial #25 first when calling applicants s ee lt'
not an 'unknown number’,

o There are separate processes for Lea '(-,

\@

If you identify a Leave Support or S

specialist processors current kmg on \\ -
applications. @

Applied too early? @
You may ¢ n excé@ t looks like they've applied within 7 days of their previous

payme om the application is to be approved based off the normal
excepti ess, \9 will not release their payment until the appropriate time. This
doesn’t need ued.
> Emp ocess
St ction Procedure
1. Open task Open task in S2P:

¢ Click on the link Employer Subsidy icon in the S2P task to open the
EES application:

2. Checkin ¢ Isthe application locked?
EES tool ¢ Yes: do not continue, exit the application and result the S2P task
"Locked application"
¢ No: continue with the process
¢ If no other applications, continue to step 3 Contact Employer/check
Portal
e Are there any other Wage Subsidy August 2021 applications listed?

The heading "Applications with the same IRD number" will display if
there are other applications. Click on the 'All Applications' link at the
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bottom of the application to view other applications.
There are multiple Wage Subsidy August 2021 applications:

¢ look at each one, checking the status, reason for application, created
date, employees listed and their employment type
e you are only able to result the application NTP (Next To Process)

Employee(s) listed on multiple applications for the same business IRD
number:

o Ifthereis already an approved Wage Subsidy August 2021
application, pick up the NTP (Next To Process) application,

click edit and remove any employees who have been paid already
add a comment and select update

o contact Employer/check Portal (step 4) the@pprove (step 5) the

subsequent application (if it matches) &
3. Check Check the application to confirm it’s %era |<@
Zzg;lcsatlon o Ifthereisonly one employ d and th lica tconflrms they
are actually a Self Em l@w ve to step 3in the
Sole Trader proce

o Iftheapp |ca§§ hat %@atlon is for a valid business

and thee hen continue to step 4 below.

4. Contact Searc ortal u number Where the Employer details

Employer @ Q

o;lrjtj the %ﬂaye e-may differ slightly that’s ok): check the business

P loyee count, if the details don’t match, go to step 6,
o her iSeapprove (go to step 5)

@ splayed: contact the employer (go to step 4)
+ \%

PP rov d a new comment
- Update status in EES to ‘Approve’ (a pop up will appear confirming
% the application has been approved)
% ¢ If you don't update the status to 'Approve’, they won't get paid
e Result S2P as ‘Application Approved’.
6. Appllcation When the number of employees listed in the application doesn't match
information = the IR portal:
:woaeti: TR ¢ less than the number in the portal, or
¢ 1or2 morethan the numberin the portal,
portal

¢ you can approve the application (step 4).

When the number of employees listed in the application is three or
more, you will need to contact the employer.

Contacting employers

Three attempts at three different times should be made to contact the
employer.

Ask the employer to confirm details to verify you are speaking to the
correct person (IRD number, contact email etc.)
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To record an unsuccessful contact:

¢ add anew commentin EES
o result S2P task 'Employer Contact Unsuccessful and select 'Delay 4
Hours'

Note if you are calling an applicant to discuss their application and are
unable to reach them please do not leave a message.

On the 39 attempt:

« add anew commentin EES unable to contact after 3 attempt
¢ decline application (step 6) and select decline reason ‘unable to

contact’
Successful contact: @ &
¢ explain the mismatch to the empl r@tails r r@er f
employees) @

IR details check the belowm@ﬁh

e isthere another| \%
o ifthey giveyo am
confirm de@ u stilkca
er w -Q\“ o

thee

de i@
-%e e ‘% asn’t contacted IR to update their details after
@% e @ ine using the decline reason ‘IR details don’t match’
v oto 7

t
h
(g )

ployees

@ check the employee count, if the employee numbers don’t match,
discuss the extra employees with the employer (eg are they new

employees or is it an employee returning from maternity leave etc.)

if necessary, edit to remove any employee who shouldn’t be in the

application (with the employer’s consent), otherwise leave them in

e add a new comment explaining what you have done

e approve the application (step 5)

o if employee numbers do match, approve (go to step 5)

@
2

Note: You won’t be able to change the Business IRD number or employer
bank account number. For these actions, result the S2P task as ‘Business
IR/Bank Account update request’ and note what needs to be changed.

7. Decline e Update status in EES to ‘Decline’ (a pop up will appear confirming
application the application has been decline)
¢ Add anew comment
o Select the appropriate decline reason
e Result S2P as ‘Declined..

» Sole Trader process
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Step = Action Procedure
1. Open task Standard outbound calling:
Open task in S2P:

¢ Click on the link Employer Subsidy icon in the S2P task to open the
EES application, then continue to step 2

Outbound calling via Dialler:
Log into ICE and set your status as “Ready”
When your call connects, let the applicant know:

e whyyou’re calling
 the callis being recorded

You can now begin the ID process while yo

eap @n in EES
using the launcher tool below, then ¢ ep 5.@

If you get a @one \@e you select ‘answer phone’

asthe ca@ de s ler will automatically arrange a

call back.
ob

C
@v@ @ do not leave messages on answer phones.

X@X; Sample Screen Pop - Call Outcomes
% % An example screen pop is shown below. Additional campaign

@ information can also be shown on the screen pop to help prepare
for the conversation. This may include information on whether the
client has been called previously as part of a campaign etc

ite a call because the client has asked you to
are’not available to talk, select the 'Call Back'
is allows you to set a suitable date and time for a

Each call needs to be resulted with a call outcome. These are found
in the call outcome field in the screen pop as below, you will need
to click on the relevant “call outcome” before closing the screen
pop.

Note: You also need to ensure you result the call outcome once
you’ve finished processing the ESS application this needs to be
within 12 minutes from the end of your call. If you don’t, the
screen pop will time out and not allow you to close it.
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52 DarenS

Campaign [WageSubsidyOutbound
Contact
Daren
e cender [
rone I |
Address Daren SN
I | Oscofvitn/awge | | |
SWN 000000000
Campaign Data
EmaiAddress [corer oM | RONuroer ([N |
ESS App. I Dialler ID 34311290 |
First Name |Daren ] Last Name E |
Call Qutcome
T s Reschedule
Application Declined
Application Updated Da /2021
Contact Unsuccessful
Employer Known A a
Suspend Application S1AM 5
Unable to identify v
%\ Save & Close
N N\

Note staff usin

atio

eclined

act Unsuccessful

Enable content:

not t@&ea%o update S2P. When
cess o@e@ o update EES and update the
Q@ ption most suitable to the below:

%X@ Note when using the tool, you will need to follow the below steps:

You need to make sure the Macro’s and Content are enabled when

opening this workbook.

@ SECURITY WARNING Macros have been disabled.

EES application validation:

Enable Content ‘

You will need to input the EES App. Number into this box before running

the macro.

Enter the Application Number from the
Dialler here:

<Enter Num.
Here>
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Entering any number less than 400000 or with more than 6 digits will not
be accepted and you will be prompted to change the App number.

Please make sure you check the application you launch from in this tool
matches the dialler screen pop information.

Launcher not working properly:

application number, please use the below anual py into your

web browser. @

If, for some reason, the launcher doesn’t respo%d when you enter an

the tool
2. Checkin EES | Isthe applica@ ?
tool (for S2P i itthedpplication, and result the S2P task
users only)

@\; Are the her Wage Subsidy August 2021 applications listed?

’Mpp//cat/ons with the same IRD number" will display if there
erappllcat/ons Click on the 'All Applications' link at the bottom of
@ @ e application to view other applications.
Important: there are separate processes for Leave Support

%i% Scheme and Short Term Absence Payment. If you identify a Leave

Support or Short Term Absence Payment application, there are specialist
processors currently working on these applications. Please do not touch
these applications.

There are multiple Wage Subsidy August 2021 applications:

e look at each one, checking the status, reason for application, created
date, employees listed and their employment type
e you are only able to result the application NTP (Next To Process)

3. Contact Identify the person to ensure the person you are talking to is the contact
applicant person named in the application.
(for S2P

The person who completed the form may not be the owner of the

users onl . . . . - .
y) business, but it could be their accountant or their administration person.

We need to talk to the person who submitted the form first who can then
hand over to the owner for example.
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We will need to provide the applicant with the information they have
given us, so you must be a 100% sure you are talking with the correct
person.

o If Self Employed applicant identified go to step 6
 Ifyou're unable to contact Self Employed applicant, continue to step 4

4. Unable to If you are unable to contact the app icant result the S2P task ‘Employer
contact Self | Contact Unsuccessful’
Employed
applicant On the 3" attempt, if you are still not able to contact the applicant result
(for S2P the S2P task ‘Unable to Contact Employer..
users only) e Add a note to the EES application about your call with the applicant,
so when they ring us back it’s clear why they received the email. You
can then exit out of the application in EE
e An email will be sent to the employero tot to contact
us. &
5. If you can’t It’s important we make sure w alking to t c%person
identify the regardless of whether theyicontacted us,ori ve contacted them.
f .
Sel If you're unsure you ise the employer that we
Employed

) will send them d en‘ ecall.
applicant
Result t s@blet
. @ to %&g@ on about your call with the employer, so
ey rj k it’s clear why the person received the email.
. emaitwillbesent to the employer overnight to tell them to contact
6. v Give the applicant an update on why their application has been delayed
, ed n see this in the section of the application in light orange with the
pli X
id

ca llowing text:
@ “Please note this application currently has the following exceptions:”

Go through the application to check the following information is correct:

@ Provide the applicant with the information we hold to ensure they know it
is MSD calling and not someone else.

Business IR number is this the sole trader’s personal IR number?

Explain that the business IR number may not be the number IR knows
they are a sole trader; this is may be their personal IR number.

IR Customer name is this the person’s own name?

Again, if the applicant is noted with IR as being self employed under their
personal IR number then IR Customer name should be their own name.

Note: You might get feedback that the name on the form should be
changed and you can.

Bank account
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7. Self
Employed
application
needs
updating

8. Self
Employed
applicati
isc c

@@
X
K

9. Adding
notes to EES
after
checking
Self
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We have had quite a few applications where the bank account is incorrect
therefore at this engagement with the employer it’s helpful to ensure they
have provided the correct bank account to avoid any further delay in
making payment.

Again, please provide this to the applicant and they can confirm as they
may not be comfortable sharing this information with you.

If the details are not correct in the application, select the ‘Edit’ button at
the bottom of the form.

You will see the fields can now be updated.

Once you have updated the appropriate information select ‘Save’ and
close out of the application in EES, then result S2P task as ‘Application

updated’.
If you received the task through S2P, th iflalso ﬁ%felect both
the of sub results as well these ar ndatory, uld only
have one option for each sub r. . Once you have this the system
will check the updated info ernig automatically approve
the application if it ma jnst t e ation.

\ﬁ‘% e applicant an email to advise

If it doesn’t mat
them to cont t

If the ion |nfo orrect, continue to step 8.
can a he information provided is correct, you will
o ~- 0 contact IR to discuss their self employment. IR
las llowmg information:

ur| vidual IRD number
stomer name (the full legal name linked to this IRD number)
onflrmatlon of the business this application is linked to and your role
in the business (e.g. partner, trustee etc)

Advise the employer their application will be Suspended until they have
discussed their self employment with IR.

If they have already been referred and have discussed their self
employment with IR, let them know we’re still waiting for IR to update us
with this information.

Suspend the application in EES using the reason “Awaiting confirmation
from IR”

Result task with  ‘Suspend Application’

Note: When the application is suspended in EES as ‘Awaiting confirmation
from IR’, the system will automatically send the applicant an email.

Select ‘Add a new comment’
Add a note to confirm:

 you've identified the applicant
e theinformation you have edited
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Employed If you're unable to identify the applicant add a note to say you've sent the
application applicant an email and are awaiting their reply.
If the application details don't need updating, add a note to say you've
asked the applicant to contact IR and you've suspended the application
to the outcome of the engagement with IR.

10. Closing a Now you have edited the application and added your notes you can
conversation | advise the employer that we will:
\é\”thla Se: e checkthe updated information with IR, if the updated application
mp‘oye matches, we will approve their application within the next 2 business
applicant

days

e if the application doesn’t match with IR then they will receive an email
to advise them to make contact with IR to update the self employment
status with them and how they can do thi

e if we still cannot match their details aft s thei @&ation may
be declined. & @

v Employer contacts us to request a @Gbﬁeir application
Step = Action Procedure @ %

1. Open EEStool | Iden @ler hy-a identifying questions such as: 'what is your:'
and identify o
the caller Q‘
. customer name?
e NZ b% umber (Business number)
v . %&:ﬁila dress you used in your application
@ ative phone number entered in your application
:; s‘ ou don’t have the business IR number, you must select either the

Employer Application or Sole Trader Application tab in the EES Tool
which allows for further search options.

2. V|ding the You must only inform the employer:
application

¢ date the application was received and/or
status update

¢ date the subsidy or payment was approved
Do not discuss any other status types, eg Suspended, Locked or Closed.

For a self employed application, follow the process for step 3b
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Step = Action

1. Open EES tool
and identify
the caller

3. Finding the
application
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Procedure

Identify the caller by asking identifying questions such as: ‘what is your:'

e business IR number?

e business or IR customer name?

e NZ business Number (Business number)

¢ email address you used in your application

e alternative phone number entered in your application

If you don’t have the business IR number, you must select either the
Employer Application or Sole Trader Application tab in the EES Tool
which allows for further search options.

In the EES Tool:
e click on'Applications' @ &
e enter IR number and click 'search’ @
If you don’t have the business | ber,'or you're u%to find it, you
can search for the applicati erde u'can do this by
clicking on: Q @
. &X
e Sole Trade ' ations %
. @on click ‘View".
e ;

pplication in EES, ask the employer: "Did
If the en% r received the confirmation message, re check the

age confirming your application was
ion the employer has given you and search again.

X ou're unable to locate it, ask the employer to re submit their

pplication.
Please do not change the status of the application. All applications are
being processed out of S2P from oldest to newest.

v IR Portal - Employer applications only

Please follow these steps:

¢ Add Portal username only, no password and no security code

e Select logon

¢ With your new security code that is sent to you

¢ Do notusethelinkin the email

e Copy the security code and paste to the security code field in the IR portal

¢ You should now have username and security field filled, leave the password still blank

e Select logon

¢ You will receive the message that your password has expired do you want to change or update

e Selectyes

e Leave the old password blank
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e Selectsave
¢ You will be sent another security code
¢ Copy the security code and past to the security code field
¢ Make sure you now have username, your password and your new security code enter
e Select logon

Note If you have had Portal access in the past, you will not be able to use the previous password but
you can have something similar of at least 10 characters (numbers and/or letters)

Going forward, we suggest you do the following for the first login each day:

¢ Add username only, no password and no security code
e Select logon
¢ With your new security code that is sent to you
¢ Add username, your password and your new security code

e Select logon @ &
v Employer is unable to complete their appli aﬁ&a %nlin @

0 Ey contact us on 0800 40

Employers (including sole traders/contractors and ed pe
80 40 if they don’t have access to the internet g troyl

online. You can complete the application @%salf b§ f@g
@@ure

1. Before startin % Bef % eting the application, you must get verbal
@ @ from the employer

u agree to the Ministry completing the application on your

@7 Vha/f?"
X\ ; If they agree, go to step 2

2. O@@g@w https://workandincome.govt.nz/covid 19/wage subsidy/how to

Step = Action

apply.html
“Can you please tell me why you are applying?”
Read the application options to the employer.

Continue completing the application on the employers behalf
and select the reason for applying from drop down on the

application.
3. Open and read “It is essential that | read the full declaration to you to ensure you
declaration understand what you are agreeing to. This may take a few
minutes.”

Read every word of the declaration.

4, Confirm declaration “Can | confirm that you have understood the declaration | have
has been understood read to you and you agree?”
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Step = Action Procedure

5. Tick declaration box Once you have confirmed the employer agrees to the
on behalf of employer | declaration. Tick box on application on their behalf.

6. Complete Form Complete all remaining sections of the application form.

7. Confirm that the “Do you agree the information you have provided is true and
information is true correct?”
and correct

8. Submit Application Before submitting the application, make note of the IR number.

Click the ‘Submit’ button

9. Search for application | Click on ‘Applications’ and search by IR number
in ESS @ &

10. Add comments to the | Add the following comments:&% i @
application e Employer has give sion forth inE try to complete

the EES form

v Reviewing decisions

General Processin@%m
° m @
ove
¢ Beforeyo

are stil
e Ma

800

ereach attempt.

greed to by the employer

e Thedeclar, en
e The in§ ey sa rovided is true and correct.
i c@e specialist team only

S

%?mployees, result the S2P task as ‘Employer with 80 employees’.

ion to a dedicated team to review.

y applications, please contact the applicant to make sure their details
number of employees, bank account number, etc.

ou add comments into EES explaining what you've done or what needs to be
@: you can’t contact the applicant, result the S2P task as ‘Unable to contact employer’

¢ Besure to check all the approved applications too. If an applicant reviews a decision for a

duplicate application and you can see they've made another application for the same
subsidy which has been approved, leave clear notes in EES and result the S2P task as
‘Declined upheld Already receiving subsidy’ .

Reminders

Adding notes to EES
You must add notes to all decline records explaining the decision you've made. You'll need to copy

all email templates you send into EES including the email address they were sent to, the date and
time. If there are current applications, please add notes for the processor.
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¢ If no match found, search using the application information
in S2P i.e. applicant email, address/company name under

Sole Trader and Employer

You may need to check personal IR numbers to look for
approved/declined applications (shareholders)

Look at approved applications first to confirm what has already

been paid to the applicant.
3 Review declined Ifit’sa new ROD copy and paste the PID number, date the ROD
applications was queued in S2P and applicant comments from S2P into EES

‘comments’ field.

This step should be done for all declined applications.
View the declined application(s) in EE ead the comiments
around the reason for decline. @
¢ Isthere already an appro e@i tion?
e What was the origin for decline?
iformationpre by IR eg not self
ploying, hasn’t filed tax

ants to withdraw ROD

e Leave clear notes in EES around discussion had.
If the application is in a suspended status, we can decline the

X application using the result ‘Unable to contact’. Leave the
correct reason for decline in the ‘decline details’ field i.e.

@ ‘applicant wishes to withdraw their application’.
% e Result S2P ‘Application closed declined decision
@ overturned..

¢ Ifthe application is already declined, leave clear notes in EES

and result S2P ‘Application closed declined decision
overturned..

4 Declined in error Note if an applicant reviews a decision for a 'duplicate
application' and you can see they've made another application
for the same subsidy which has been approved, leave clear notes
in EES and result the S2P task as ‘Declined upheld Already
receiving subsidy’.

Application declined as it was submitted
too early
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Application auto-declined

Where an application has been auto declined by the system
due to the applicant applying too early, and the applicant has
not yet been paid for this subsidy type, we will overturn the
decision and approve the application. Refer to step 6.

Application manually declined
If the application was manually declined, an email would not

have been sent to the applicant. For these cases, we will
overturn the decision and approve the application, as we

can’t be sure they received an email. l@) step 6.
Wrong application type &% @
p!i ation form

If the applicant has cop edthe w

i.e. employer ap trader application,
contact IR to s (incl. self

employ

d an email advising them that they

Where
@o p[l ahl i
% co wrong form, we will overturn the decision
@ and ethe application. Refer to step 6.

@@ @vl\pplimﬁon should be approved
@ Where an application should have been approved, refer to
% step 6.

Approved leave payment but declined wage subsidy

If it’s clear the applicant applied for more than one of: the
Leave Support Scheme, STAP, or a wage subsidy, and the
wage subsidy was declined due to being a duplicate
application.

Contact the applicant and confirm which subsidy type they
meant to apply for.

» Ifthey have been paid for the correct support, add clear

notes in EES then result the S2P task ‘Decline upheld
Already receiving subsidy’.
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Applicant to repay subsidy

If the applicant has been paid for the wrong subsidy, they will
need to refund the incorrect payment before the correct one

can be approved.
Refer the applicant to Repaying COVID 19 August 2021 wage

subsidies Work and Income.

e Add clear notes in EES around discussion had and result
S2P ‘Unsuccessful contact select 7day delay’

Viewing repayment information

We can see where an application has been refunded if we
view the Applications page when searching an IRD number in

EES. The total amount repaid by th t will %;wn
under the heading “Payments ith I@ r
XXXXX “ %
5 Declined due to Ring the applica és the ré vhy we declined eg IR
the information IR | cannot confi Self \ Ask them about their
provided business a n'trading for.

ey're self-employed (or an employer)

As licant to call IRD to update their income details.
V@ . clear notes in EES around the discussion held
@ Result S2P ‘Unsuccessful contact select 7day delay’
@ @X% Where it’s clear they're NOT self-employed (or an employer)
e Add clear notesin EES

% %X ¢ Send decline upheld email

@ e Result S2P ‘Decline upheld (select decline reason)

Note: if after 7 days the applicant hasn’t confirmed self
employment or employer status with IR, we can uphold the
decline decision.

6 Have the If you determine the application should have been approved
qualifications been | (originally), then approve the application in EES and result the
met? S2P task ‘Approved application declined decision overturned’.

Contact the applicant and apologise for the confusion and
advise the application has now been approved.

Overturning declined records

Where the suspension option is available in EES, suspend the
application with the reason ‘Overturn decline’. Then complete
the approval process.
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e Add clear notes in EES around discussion and any further
changes ie IR number update

e Result S2P as ‘Approved application declined decision
overturned’

If the suspension option is not available, add details into the
‘Clone or Top up’ spreadsheet.

If unable to make contact, result S2P ‘Approved application
declined decision overturned’.

If an escalation is required, refer to step 10.

7 Unable to contact You should attempt to contact the applicant at 3 separate times.

e Ifyou're unable to contact the applicant, result the S2P task

as ‘Unable to contact employer’ ‘4hr delay’
e Thetask willbere addedto S pre edagainin

4 hours.
If, after 3 attempts y ontact n send an
‘Unable to contact’ resul s ‘Unsuccessful
contact’ sele
You will ne the ‘ emplate. “Unable to contact”
' e to the email sent after 7 days, go to

@ ed group will be monitored and EES notes
d-if applicant has made contact.

-
(19

8 Appli the applicant to advise them to contact IR to discuss
u %ﬁeir theirself employment. IR will ask for the following information:

@ lon  Yourindividual IRD number
@ ¢ IR customer name (the full legal name linked to this IRD

number)
% ¢ Confirmation of the business this application is linked to

@ In EES, leave the application as ‘declined’. Result the S2P task as
“Unsuccessful contact select 7day delay’

9 Uphold the You can uphold the original decision when:
orlglnal decline o aftera7 daydelay, if IR are still unable to confirm self
decision

employment or employer, or no contact has been made by
the applicantto |
o the employer has not registered as self employed with IR or,
e you’re unable to contact the employer by phone, and they
haven’t replied to the ‘unable to contact’ email within 7days

Next steps:

¢ send the manual ‘decline decision upheld’ email
¢ add clear notes in EES to support your decision
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e result the S2P task as ‘Decline upheld select appropriate
sub result option’

10 Escalation process | For cases that need to be escalated, you'll need full and clear
notes in EES and result S2P as ‘Escalate’, tick the sub queue
option and leave a brief note in S2P regarding reason for
escalation.

v Employer contacts us to change information on their application

Step = Action Procedure

1. Open EES tool Ensure you have been given the correc itege to edit

applications. (Wage Subsidy and% r precessing)staff
should have this access) If o notthave his%s and require
it, let your Manager know: §

Note ifyou are gi ivil
will not be ag ve iz@

plications then you

2. Identify the caller Identify th r'by ntifying questions such as ‘what is

X fyou don’t have the business IR number, you must select either the
@ Employer Application or Sole Trader Application tab in the EES Tool
which allows for further search options.

3. g the In the EES Tool:
plication e Click on ‘Applications’
e Enter IR number and click ‘search’.

If you don’t have the business IR number, you can search for the
application using other details. You can do this by clicking on:

e Employer Applications or
¢ Sole Trader Applications.

Once you have found the application click ‘View’

If you are unable to find the Application in the Portal, ask the
employer: Did you recall seeing a message confirming your
application was submitted?

If the employer received a confirmation message, re check the
information the employer has given you and search again.
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4. Editing an
application and
employer
declaration

5. Editing an
application

6. Changing Employer
information

(Thisis for
Employer
Applications and
Self Employed
Applicatio

@

oyee
rmation

Remove employee

Add employee

%
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If you're unable to locate it, ask the employer re submit
application.

You can only edit an application when the status is:

e Exception
e Approved (but not paid)
e Suspended

Before making any changes to the application you must get verbal
permission from the employer.

"Do you agree to let me make changes to your application?"
"Do you agree the new information you are providing is true and

correct?”
he bot @f the

&go to ste
'@@can be edited:
ame

If the employer agrees, click on ‘edit’
application screen.

Changing the employer inforr

Only the followi
e |R Nu

Co.%tact Other Phone

Bank Account (suffix only)
- Employment Type (for self employed only).

Continue to step 8.

Click into the box of the employee that requires editing
Make required changes:

e Firstname

e Lastname

¢ Date of birth

e IR number

¢ Employment type.

Select update and continue to step 8.

To remove employees
¢ Select remove for the appropriate employee

Select update and continue to step 8.

Click on the ‘Add Employee’ button and add

https://doogle.ssi.govt.nz/community/display/HI'YA/Wage+Subsidy+actions#expand-UpdatingbankaccountnumbersforSole TraderandEmployera...
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e First name
e Lastname
¢ Date of birth

¢ IRnumber
e Employment type.

Select update and continue to step 8.

8. Add a new In the Application screen you must add a note (Add a new
comment into the comment) that clearly explains the employer agreed:
EES Tool

e To changes being made to their application
e The new information is true and correct

Also note the changes you've made to the application.

Please do not change the status of the tion. All applications
are being processed out of S2P f@ ew@
: N
v Updating bank account numbers for S@ ader and¥

applications

Step = Action

1. Outbound int setyourstatus as “Ready”
en

loyer

This process is for the s)umh

calllng |a h connects, let the applicant know why you're calling and
tthe [lis being recorded

8 , now begin the ID process while you open the application in EES
he launcher tool below, then continue to step 2.

% > Click here for further support using the Dialler in ICE
@ Answer phones and rescheduling calls

If you get an answer phone, make sure you select ‘answer phone’ as

the call reason codes as the dialler will automatically arrange a call
back.

If you need to reschedule a call because the client has asked you to
call back or they are not available to talk, select the 'Call Back'

reason code. This allows you to set a suitable date and time for a
call back.

Please do not leave messages on answer phones.

Sample Screen Pop - Call Outcomes
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An example screen pop is shown below. Additional campaign
information can also be shown on the screen pop to help prepare
for the conversation. This may include information on whether the
client has been called previously as part of a campaign etc

Each call needs to be resulted with a call outcome. These are found
in the call outcome field in the screen pop as below, you will need to

click on the relevant “call outcome” before closing the screen pop.

Note: You also need to ensure you result the call outcome once
you’ve finished processing the ESS application this needs to be

within 12 minutes from the end of your call. If you don’t, the screen
pop will time out and not allow you to close it.

Campaign |Wage$ubsidy0utbound |

N
SN
| %

Contact
Daren

)
Partner [
Address Daren S§§ i i
Campaign Data w »

@I‘/K |

@%a CIN |
—Call Outconte,

N/

IRD Number
Dialler ID
Last Name

Applicat }\@
Ap) ed
Contal ccessful

EmployerKnown
nd Application
ble to identify

/ age

SWN 000000000

e |

34311290 |
E

Reschedule

Date  (10/09/2021

me  10:51 AM

Save & Close

Note staff using Dialler will not be required to update S2P.

When following the below process, you need to update EES and update
the screen pop with the call outcome option most suitable to::

¢ Bank account number updated
e Bank account number correct
e Unable to Identify

¢ Contact Unsuccessful

e Employer Known

ESS Launcher.xlsm

Note when using the tool, you'll need to follow these steps:

Enable content
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2.

If you can’t
identify the
applicant

@@Q
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You need to make sure the Macro’s and Content are enabled when
opening this workbook.

EES application validation

You will need to input the EES App. Number into this box before running
the macro.

ESS Launcher.xlsm

Enter the Application Number from = <INSERT EES APP
the Dialler here: NUMBER HERE>

%@

The Application number must star “E ¢ or is will allow
the launcher to differentiate b ploye e Trader
applications.

Entering any numbe 400 han 1,999,999 will not be
accepted and yo p om e ge the App number.

If the EES t|o d he “E “or“S “atthestart and/or

the nu e range above, you will get this error:

Please make sure you check the application you launch from in this tool
matches the dialler screen pop information. The dialler screen pop will
give you the exact format you need for this tool to work.

Launcher not working properly

If, for some reason, the launcher doesn’t respond when you enter an
application number, please use the below URL to manually copy into your
web browser

This URL is linked to the EES application number you have entered into
the tool.

It’s important we make sure we are talking to the correct person
regardless of whether they contacted us, or if we have contacted them.
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If you're unsure you have the right person, advise the employer that we
will send them an email and end the call.

Result the screen pop as ‘Unable to Identify’.

¢ Add a note to the application about your call with the employer, so
when they ring us back it’s clear why the person received the email.
e The email will be sent to the employer overnight to tell them to contact

us.
3. Applicant Let the applicant know that we are calling regarding the bank account
identified number they entered on their application, as it is different to their

previous application or is being used by another application. It is
important that we check the latest bank account number to ensure the
wage subsidy is paid to the correct account onc proved

In ESS, you can see the exception reasons att the a tionin
light orange:

Please note this application ¢ he otlowinge ceptlons

Bank account number d D€ x ications

Bank account| §anot mber

his e ason eviously approved application was paid
ban . lease check with the applicant that the bank
- c on this application is where they want the wage

eas ovide the bank account number to the applicant so they
@ whether this is correct or not, as they may not be comfortable
@ |n th|s information with you over the phone.

4, Ban X If the details in the application are incorrect:
aceo
er
ds
updating

e select the ‘Edit’ button (at the bottom of the form)
e the fields can now be updated
e update the appropriate information
e select ‘Save’
¢ close out of the application in EES
¢ result the screen pop as ‘Bank account number updated’.

DO NOT SUSPEND THE APPLICATION.

The system will check the updated bank account against existing bank
accounts in use, bank accounts used for previous applications for this
applicant, and will attempt to automatically approve it the next day.

If the application information is correct, go to step 5.

5. Application If the applicant advises the bank account number is correct, go to step 6.
is correct

https://doogle.ssi.govt.nz/community/display/HI'YA/Wage+Subsidy+actions#expand-UpdatingbankaccountnumbersforSole TraderandEmployera...  25/26



2/11/22, 12:42 PM Wage Subsidy actions - HIYA homepage - MSD Confluence

6. Adding Select ‘Add a new comment’ then add a note to confirm you have:
n:ttes to EES ¢ identified the applicant
ihik'n ¢ updated the bank account number, or
} I g ¢ confirmed the bank account number is correct.
application
7. Closing a Now you've edited the application and added your notes, you can advise
conversation = the employer we'll look at approving their application within the next 24
with an 48 hours.
Applicant

Feedback
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