
How the “Better Every Day” model  
of customer centred improvement  
was applied to a $4.6 billion payroll 
paying 93,000 education  
staff each fortnight.

Talent 2’s “Novopay” was launched creating controversy 

The payroll was fixed to make sure it was accurate

The Government created Education Payroll Limited to  
optimise schools’ payroll performance end-to-end

Education Payroll had to improve the service to schools,  
increase efficiency, save costs, and lift staff morale.
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yroll paying

The Novopay challenge

• We trained staff for a wide range of transactions

• We adopted the “Toyota approach” upskilling our staff  
in months instead of years

• We tailored training to meet customer demand

• Our Payroll Advisors now provide the right advice first time

• As a result, school staff capability increases.

We built the capability of our staff

We learned from our  
schools research that...

• A school centred 
approach would deliver 
better results

• We tested having a 
dedicated Payroll Advisor 
for each school

• We piloted it with 100 
schools and none of them 
wanted to go back to the 
old way of working.

•  Changed our thinking

•  Defined our purpose

•  Understood the schools’ perspective 

•  Understood our service model

Making schools’ payroll  
                                       Better Every Day
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We adopted Better Every Day and we:

START HERE
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Understand

Trial and TestMake Normal

•  Trialled extensively

•   Built capability in our people 
and in schools.

We made the new way of 
working normal
• We streamlined processes and the organisational structure

• We gave the remaining 2,400 schools their own payroll advisor 

• Our technical and corporate teams focussed on supporting pay flow 

• Tracking results allowed us to know the changes are working.
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Schools’ Payroll   
Putting people first

What the schools told us

– Te Awamutu High School

Q1

51% 54%

63%

79%

60%

Q2 Q3 Q4 Q1

OVERALL QUALITY OF SERVICE

“When Olivia came on board as our  
payroll advisor it was just great.  

She knew us. She knew the school.  
I feel my confidence is better now.”

“Shirley explained things in a way that  
made things very clear and I didn’t feel stupid for 

not knowing things. She gave me confidence.  
It was a good experience.”

Customer Satisfaction rose each quarter

Results

– Nelson Central School


