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He moana pukepuke e ekengia e te waka
A choppy sea can be navigated

SERVICEIQ is the transitional Industry Training
Organisation (ITO) for the service sectors. We arrange
on-job training programmes for businesses keen to
provide their staff with relevant skills, training and
qualifications, knowing that it’s great people who make
a great business.
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Mema o te poari
Board members
Bruce
Robertson
BOARD CHAIR
Bruce has been a
director of ServiceIQ
since 2013. He is one of
New Zealand’s most experienced advocates
who began interacting with Cabinet Ministers
while in his early 20s. At that time, he was the
Federated Farmers advocate for the arable
and transport sectors. In 1995, he joined
Hospitality New Zealand, leading a revival
of the organisation, resulting in its growth
from 700 members covering mostly bars, to
3,200 members representing the breadth of
the hospitality industry from cafés to luxury
lodges. Bruce left his role as Chief Executive
of Hospitality New Zealand after 20 successful
years and now undertakes several governance
and advisory roles across hospitality, gaming,
tourism and industry training.

Maryann
Geddes
HOSPITALITY
Maryann has held
senior HR management
positions with Skyline
Enterprises based in Queenstown, where she
was, until recently, Group Manager Risk and
Compliance, responsible for the management
of business risk and compliance within the
Skyline group of companies. Over the past 25
years Maryann has held a number of director
roles within industry organisations and has had
a close involvement in tourism and hospitality
issues, both at national and international
level. She has a Ministerial appointment to
the Council of Te Pūkenga (the NZ Institute of
Skills and Technology) and is a Director of Ara
Christchurch, Otago Polytechnic Dunedin and
SIT Invercargill.

Des Flynn

Jill Hatchwell

RETAIL & RETAIL
SUPPLY CHAIN

AVIATION, TOURISM,
TRAVEL AND
MUSEUMS

Des is a lifetime
career retailer with
over 50 years of retail
experience covering
large and medium multistore businesses,
franchise businesses, and business consultancy.
He has had many senior executive and
leadership roles, including Chief Executive,
General Manager, and Business Director, at
Progressive Enterprises, Woolworths, Life
Pharmacy Group, and The Warehouse Group.
In his current role, he works part time with
The Warehouse Group as Head of External
Stakeholder Engagement and Public Policy, and
is involved in mentoring senior managers. Des
is a Retail New Zealand board member, Chair
of the Industry Advisory Board for the Massey
University Business School, and actively involved
with government agencies giving the retail
perspective on impact of proposed legislative
changes. He is a member of the interim
Establishment Board for the Services Workforce
Development Council.

Trevor
Douthett
RETAIL & RETAIL
SUPPLY CHAIN

Maxine Gay
EMPLOYEE INTERESTS
Maxine is General
Manager of the child
charity Pillars. She
was a Director on the
Retail Institute Board,
and most recently the Sector Secretary –
Retail with FIRST UNION, where she worked
from 2007. FIRST UNION is a trade union
representing more than 27,000 workers in
the Finance, Industrial, Retail, Stores, and
Transport sectors. Maxine is a member of the
interim Establishment Board for the Services
Workforce Development Council.

John Selby

Fergus Brown

INDEPENDENT
DIRECTOR

HOSPITALITY

John has had an
extensive career in
PricewaterhouseCoopers
where, for 25 years, he
was a partner working in the New Zealand,
Australian and Asian markets, providing
advisory, audit and risk management services
to a wide range of organisations and private
company Boards, including Shell New Zealand,
Sky Television, L&M Group, Downer EDI, and
Tenix. John is chairman of MDH Property,
Booster Investment Management, Booster
Assurance; a director of VicLink and chairs the
ServiceIQ Audit & Risk Committee.

Jill is a chartered
member of the Institute
of Directors with over
30 years’ experience in financial and corporate
management. She is a formation director of
NZX-listed Aorere Resources Limited and a
director of TSX and NZX-listed Chatham Rock
Phosphate Limited. Jill has extensive aviation
industry experience having been on the board
of Vincent Aviation Limited, formerly one
of New Zealand’s largest privately owned
international airlines. She is a director of
aviation consultancy company Air Ops NZ
Limited, the Civil Aviation Authority (CAA),
and SMW Group Ltd. Jill is a member of the
ServiceIQ Audit & Risk Committee and Chair
of the interim Establishment Board for the
Services Workforce Development Council.

Fergus Brown has been
Chief Executive of
Holiday Parks
Association of New
Zealand (HPNZ)
since 2003 and is based in Wellington. Prior
to his current role, and running his own
accommodation business, Fergus worked for
Tourism New Zealand. During his time there,
he headed their Asian operation, based in
Singapore and Hong Kong. Fergus is also
Deputy Co-Chair of the board of Tourism
Industry Aotearoa (TIA), representing Holiday
Parks, Motels and Other Accommodation, and
has experience working with government.
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After nearly 35 years
at LV Martin & Son,
including 10 years as CEO, Trevor led the
acquisition of the Baby City chain in 2012, where
he is Managing Director. Trevor is a Finance
graduate (BCA) from Victoria University and
has become a career retailer with a strong
interest in training. Trevor is a member of the
ServiceIQ Audit & Risk Committee.

Andrew Olsen
AVIATION, TOURISM,
TRAVEL AND
MUSEUMS
Andrew joined the
ServiceIQ Board in
May 2017. He brings
extensive leadership and governance
experience from his career as an executive in
the international travel industry. Andrew was
most recently Chief Executive of the Travel
Agents Association of New Zealand (TAANZ)
where he led the qualification training
initiative for over 3000 agents and staff. He
was formerly the New Zealand Director for
Carlson Wagonlit Travel, and has also held
senior positions with American Express and
Gulliver’s Travel Group, and represented New
Zealand interests as a Director of the World
Travel Agents Association Alliance (WTAAA).
He is a member of the New Zealand Institute
of Directors.
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Pūrongorongo o te Kaihautū
Chair’s report
At this time last year, I noted that we were in the most
challenging environment we have experienced. 12 months later,
with some ups and downs, the world is slowly getting to grips
with COVID-19 and the virus that causes it. However many of
our sectors are still faced with major challenges to recovery.
But back to the 2020 calendar year. It was a year where
many in our sectors, and in ServiceIQ too, were deeply
affected. For some in our sectors, the toll was significantly
lower than expected; for others – especially aviation,
tourism, and many parts of hospitality – things were much
less rosy.

– and especially the Services one – that will deliver
efficient and quality outcomes that will meet employer
and learner needs; working with the nascent Te Pūkenga
and interested PTEs on transition arrangements; and
involvement at many levels with agencies including the
Tertiary Education Commission, NZQA and Ministry of
Education.

With lockdown causing a hiatus in much workplace
training, and estimates and market intelligence showing
a likely significantly reduced demand for on-job training
and qualifications, the organisation prudently embarked
on a ‘Responding to COVID-19 Impacts’ project to ensure
financial sustainability.

My thanks to my Board colleagues for their input and
support during a very tough year. I also thank the people
who have given their time and expertise to continue to
grow the reach and quality of services sector workplace
training: Industry Advisory Group members and many
individuals from the high-quality industry associations
that Aotearoa’s services sectors are lucky to have as their
advocates.

Unfortunately, one outcome was the need to reduce the
number of roles, and 24 were disestablished, which saw
good staff leaving ServiceIQ. However, it is pleasing to note
that, late in the year, some staff were able to be retained
within the organisation to work on a TEC-funded COVID-19
project, Hinonga Kōkiri, which has been very well received
by industry. Further, in the second quarter of 2021, some
new roles were created to deal with increased demand
from industry, stimulated by the government’s new training
and apprentice funding available to employers.

There are two other groups that I and the Board recognise
as having made major contributions, often in the face
of uncertain times and difficult situations. Firstly, the
employers, trainees, and schools we work with to arrange
on-job and at-school training. Secondly, the group of
professional, talented, dedicated people who are the
ServiceIQ team.

Despite these COVID-related impacts, the work undertaken
in 2019 to reset the organisation with the goal of improving
funder relations, and customer value and experience, bore
fruit in 2020. During lockdown, the organisation was able
to pivot to help schools continue to deliver learning, and
students gain a Gateway work experience. It was also
able to continue arranging some workplace training and
assessment. The Board sincerely thanks the ServiceIQ
staff for their efforts during what was a worrying time for
Aotearoa and its people.

Looking ahead to 2021 (with the advantage of it being
early May as I write), it is clearly going to be another
challenging year (and already has been). The RoVE work is
not only continuing at pace but is accelerating. Workforce
Development Councils will be operational by the end of
the year, which means that some ServiceIQ staff will have
transferred to a new organisation. The rest will continue
to serve our employers and schools and their learners, all
parties secure in the knowledge that the new vocational
educational system is being co-designed to ensure success.

It was during the lockdown too that the New Zealand
Qualifications Authority undertook an External Evaluation
and Review (EER), the first to be done fully online. The
reset work mentioned above, along with the accompanying
system and process improvements, saw ServiceIQ receive a
robust Category 2 result.
In addition to all the above, ServiceIQ remained deeply
involved in the very large and complex Reform of
Vocational Education (RoVE) throughout 2020. This
work has involved many of ServiceIQ’s people ensuring
service industry employers are informed and their voices
heard; contributing to Workforce Development Councils
ServiceIQ Pūrongorongo Ā-Tau Annual Report 2020

Bruce Robertson
Kaihautū o Te Poari
Board Chair

2

Tiro Whānui o te
Tāhuhu Rangapū
Chief Executive’s overview
Heading into 2020, ServiceIQ had a clear strategy:
continue to focus on all our customers and key
stakeholders; our people; our systems and processes; and our
financial sustainability. Secondly, we had to keep working closely with government, as it
developed and implemented its Reform of Vocational Education initiatives, to ensure our
industry and staff needs were met as best as they could be, while also supporting the
change process.
In late 2019, the shortage of, and demand for, qualified staff
in New Zealand’s retail, hospitality, aviation, travel, tourism,
and museum industries was still growing and, accordingly,
ServiceIQ expected high demand for growth in trainee
numbers in the service sector in 2020.

A key project, Hinonga Kōkiri, to support future workforce
planning commenced late in 2020. The project brings together
service sector stakeholders from schools, tertiary education
providers, industry, employers, and iwi throughout Aotearoa
New Zealand to reflect on how COVID-19 has reshaped
business, and tell us what people and skills, training, and
learning pathways they need for their future success.

However, we all know what transpired. The COVID-19
pandemic brought a very changed outlook for each of our
sectors, other sectors, and for New Zealand.

From this research, ServiceIQ will deliver a workforce strategy
to the newly formed Services Workforce Development
Council Board. This gives service sector stakeholders an early
opportunity to shape vocational education in Aotearoa New
Zealand, and the WDC a head start to progress its mandate for
the service sectors.

The ensuing period in 2020 has seen a significant drop in
trainee numbers within the service sector, understandably as
many of our customers, particularly in travel, tourism, aviation,
and hospitality, focus on surviving the significant impacts
of COVID and lockdowns, on their businesses. Within this
environment our focus switched to provide as much support
as we could to help learners to keep learning, using digital
means, rather than in workplace or face to face in schools.

Lastly, I am pleased to report a better financial result for
2020 than envisaged, mainly due to the TEC underwriting all
TITO investment plans (which was greatly appreciated), new
revenue initiatives and, as mentioned earlier, lower costs. This
gives much-needed breathing space for 2021, which will see a
planned operating loss given the lower overall trainee numbers
and our need to retain capability.

In addition to the significant work to keep industry supported
through COVID, later in the year we sadly needed to reduce
our workforce given the much lower trainee numbers forecast
for 2021 and, unfortunately, this resulted in farewelling
24 staff in September, through no fault of their own. We
executed several initiatives to support displaced staff in any
way we could. They and their colleagues managed through
this change with amazing professionalism and dignity.

My thanks go to the Chair and Board for the governance and
guidance given over what was a challenging and turbulent
2020 year.
Most importantly though I want to acknowledge and thank the
staff at ServiceIQ for their support, commitment, and resilience
in 2020. The team’s focus on our customers – in the face of
the challenges of COVID, our need to restructure, and ongoing
uncertainty due to the RoVE changes – was second to none,
and unwavering.

As the Chair mentioned, a highlight amongst the COVID
gloom was the very pleasing result with NZQA completing
its EER, early in the year. ServiceIQ achieved a significantly
improved rating. This reflected the systematic continuous
progress the organisation had been making in the last few
years, and the professionalism and focus from many staff.

Kia kaha to all our customers, colleagues, and friends in the
service sector as we navigate the 2021 year and work together
to transition ServiceIQ into the new RoVE entities as seamlessly
as possible for industry and our staff.

The year also saw the need to keep our customers updated
regularly with progress in the vocational education reforms,
as these developed, and 2021 will see the first of the structural
changes with the stand-up of the Workforce Development
Councils and, subsequently in 2022, the transfer of arranging
of training. We are very committed to ensuring our customers
and staff are front of mind during these changes over the next
two years.

Andrew McSweeney
Tāhuhu Rangapū
Chief Executive
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Tauākī
Top chef says
apprentices are
good for business
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With over 30 years’ experience, multiaward-winning chef Rex Morgan is a
familiar face. He’s a New Zealand
Beef & Lamb Ambassador, culinary
judge, TV personality, and well-known to
customers of the popular Boulcott Street
Bistro restaurant where he is co-owner,
overseeing the kitchen side of the business.
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He’s also a fan of New Zealand’s Cookery Apprenticeships.
“Any good chef should seriously consider taking on an apprentice,”
says Rex. “You get to hands-on train them your way, with the
guidance of ServiceIQ. They are internally assessed as you go;
no need for lengthy block courses or losing them a day each week
for courses.
“An apprentice can become a real asset – your own home-made
product. The training, supported by ServiceIQ, can adapt to your
business. Timing of what is taught, when and how, suits the business.
The record-keeping shows where the trainee is at, where they
can go next, and what help they might need from their chef or
from ServiceIQ.”

“ ... they are earning
and learning ... what
they’re doing is
building a life-long
career that offers
global opportunities.”

Apprentice is a definite
“I recently had an apprentice. If we needed a new team member,
then an apprentice would be a definite. There are so many good
things about having a person with the right attitude on a Cookery
Apprenticeship, including creating an asset for the company as
well as the industry. The government’s new Apprenticeship Boost
helps an employer, but that ‘right attitude’ – from both the potential
apprentice and the chef – must come first.”
Attitude is something Rex mentions a lot. He has some great advice
for chefs thinking about taking on an apprentice, whether that be in a
restaurant or catering setting.
“You teach the skills and build the passion. That requires the right
attitude on both sides. I’ve done a fair bit of teaching and I love seeing
people learn and grow.
“It’s just as important that the apprentice is keen. They need to
understand the realities of hospitality and working in a kitchen and –
despite that – still want to be there. They also need to understand the
benefits too – that they are earning and learning, that what they’re
doing is building a life-long career that offers global opportunities.
“The great thing about the ServiceIQ cookery team is that they
understand both what the employer and apprentice needs, and what
the responsibilities of each are. They are upfront, practical and offer
ongoing support to the business and the Apprentice. It helps to
have an early conversation with a ServiceIQ advisor, whether you’re
just toying with the idea or already have a person in mind for the
Apprenticeship.”

Your next apprentice is out there
Rex acknowledges that it’s easier to talk about having the right
person – with the right attitude – than it can be finding one.
“It can seem a bit ‘yeah, right!’ but the right people are out there. Over
the years, I’ve given talks to local school hospitality classes and there
are kids there that you know are keen. That might change once they
get in the kitchen, but a part-time job, for example kitchenhand or
basic prepping, will help them and you see if they have what it takes.
Chefs need to remember how we started out, and what might have
helped or hindered us.
“If it’s right for the business, you really should consider an apprentice,
and you really should talk to ServiceIQ to see if it’s right. With Cookery
Apprenticeships being fees-free, plus now having access to extra
government funding, there’s probably never been a better time to
consider an apprentice.”

5
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Kia pai mai hoki
Doing dishes to
making dishes
School wasn’t doing it for Brooklyn O’Neil.
He wanted to get out into the workforce
and start making a go of it. He went
looking and landed a job in a restaurant:
in the classic starting-out dishwasher role.
You might think there’s nothing worse, but Brooklyn saw it
as an opportunity. He offered to help with other tasks when
the pressure was on. The chef and kitchen staff respected
that attitude and passion.
“Chef took me under his wing,” says the young cookery
apprentice, who is just months away from becoming
qualified. “I loved the vibe, creativity and passion. I put in
the hours and hard work. I learned a lot and loved it. Chef
could see that I was committed to the job and profession,
so in turn committed to me by offering a ServiceIQ Cookery
Apprenticeship.”
Brooklyn is part of the team in the busy kitchen of
Flamingo Joe’s Bar & Eatery, a popular Wellington
waterfront venue. He says that the earn and learn
Apprenticeship is a fantastic way to get qualified as a chef
but notes it’s not for the faint-hearted.

“I loved the vibe, creativity
and passion.”

“The upsides really outweigh any negatives though. The
ServiceIQ resources are ideal for self-learning, especially
since the workplace focuses on hands-on, practical,
commercial cookery. For me, it’s far better than classroom
learning.

“For staff, they get to understand the make-up of a team
and how that works and why. They really understand that
mistakes matter and cost money. I’ve seen people trained
in a classroom who come into the kitchen and struggle a bit
with commercial realities.”

“It works because it’s real. There’s more pressure because
you’re in a real kitchen, with a real menu, creating real
dishes that customers expect to be high quality and worth
paying for. Some people might find that hard to deal with
but, for me, it means that I learn more, and I learn it faster
and better.”

For someone just into their 20s, Brooklyn has some sage
advice for anyone thinking about a cookery apprenticeship.
“If it feels right, go for it and do it. Be prepared to start out
doing whatever job is offered and show chef that you have
passion and a work ethic. Let the kitchen team know you
can help out, or start early or work late. Jump in and lend
a hand. I was open to the opportunity and took it when it
was offered.

Business benefits
Brooklyn has been in the kitchen long enough to see
benefits for his employer and the chefs mentoring him in
his learning and career.
“It’s another advantage of learning in a real workplace. You
understand the business part: that it’s more than cooking
food and creating great meals.

“Be prepared to take responsibility for your own learning.
That’s a key part of the apprenticeship. You do get lots of
support from your employer and ServiceIQ, but it’s really
up to you how you go about getting your experience and
qualifications. It is self-managed learning, but’s it’s also
getting paid to study since you’re earning as you learn.
The Cookery Apprenticeship with ServiceIQ is a fantastic
way to start your kitchen career.”

“With apprentices, employers get passionate people and,
with ServiceIQ involved, they help transfer jobs into careers
for staff. On-job training helps upskill staff the right way:
they learn the right processes and techniques, and it is
comprehensive and happens as skills are needed.

ServiceIQ Pūrongorongo Ā-Tau Annual Report 2020

6

Haerenga Umanga
Journey from school to career
Hundreds of students gain credits and experience as
industry rallies to support schools
During the COVID trials and tribulations that disrupted life for all Kiwis, ServiceIQ worked
to ensure that school students relying on a workplace experience and associated Gateway
programme NCEA credits were able to continue their learning journey. This was only
possible with the support of our industry partners.
Parity

With Gateway student access to workplaces impossible
for months, and restricted for many more, new partners
were found to ensure students were able to complete their
work placement. Two new programmes were launched in
2020 – Noel Leeming’s Discovering Passionate Experts
(as planned) and, as a response to a plea for help, Mitre 10
helped place Auckland students desperate for placement
after multiple lockdowns. This ‘help’ has turned into a new
programme for 2021.

The schools team is proud to have reached parity of
achievement across our learners. The supported gateway
model in schools and the cultural camps (marae based
learning) are producing wonderful results for all students
who participate. In 2020, as in every year since 2017,
when this data was first collected, Māori and non-Māori
achieved equal completion rates across ServiceIQ School
programmes. Together, Māori and Pacific people had a
higher participation rate.

This assistance and support from our partners, plus
innovative ways developed to keep the learning happening,
ensured that it also continued to have real-world
validity. From the introduction of digital components, to
splitting programme timings, hundreds of young New
Zealanders benefitted from these innovations and were
not disadvantaged when compared with students who had
achieved Gateway programme outcomes in previous years.

Participation rate

26%
27%
45%
MĀORI

2020 Gateway Student Numbers
Blue Shirts in Schools
Countdown SEEDS Programme
Noel Leeming’s Passionate Experts in Schools
Red Shirts in Schools
Z Forecourt Concierge
Māori Cultural camps
Grand Total

83
585
62
956
2
191
1,879

PACIFIC PEOPLE

NON-MĀORI & NON-PACIFIC PEOPLE
Percentages may not add up to 100% due to rounding.

76%

COMPLETION RATE
FOR PACFIC TAUIRA

77%

COMPLETION RATE
FOR MĀORI TAUIRA

7

77%

COMPLETION RATE

FOR NON-MĀORI & NON-PACIFIC
TAUIRA
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Whakatikatika
Matihiko
Workplace digital
solutions
He Rangapū
Partnership
bolsters tourism
student numbers
Near the end of 2020, ServiceIQ
partnered with Go with Tourism,
a government-funded initiative to
build the tourism workforce, with
the goal of attracting secondary
school students into tourism and
hospitality careers.
Among the initiatives were Go with Tourism
supporting ServiceIQ’s teaching content
in schools, and the creation of two sets of
competitions for Year 12 and 13 students, one
for hospitality and the other for tourism. Each
contest has three challenges, with prizes for
each challenge, and two Aotearoa Experience
grand prizes.
The partnership between ServiceIQ and
Go with Tourism will strengthen services offered
to students and teachers. Collaboration avoids
duplicating resources and programmes within
the classroom, amplifies the organisations’
offerings and widens reach.
ServiceIQ supplies comprehensive classroom
resources for hospitality and tourism training
that mirror what is learned in the workplace,
plus gateway programmes where students can
gain real-world experience.
Secondary school students have been identified
as a crucial market for the tourism industry
rebuild. In the next two to five years, tourism will
hope to recruit this generation of workers to fill
the skills shortage gap.
ServiceIQ Pūrongorongo Ā-Tau Annual Report 2020

Food and hospitality workplace
safety training online
2020 saw ServiceIQ continue to introduce
more digital workplace training and upskilling
options. Among these was the new fully
online Hospo Safe, a high quality, low-cost
comprehensive staff induction product to
help employers with food and workplace
safety training.
Hospo Safe is tailor-made to help meet the requirements of the
Health and Safety at Work Act and the Food Act. The training is in
two completely online modules, each taking between two and three
hours (depending on previous knowledge and experience).
Being online means that staff can complete the training anywhere
and at any time, and has been designed so that even new staff can
be trained before they start work.
The Food Safety module upskills staff in food-related hazards
and pathogens, allergens, temperature, handwashing, cleaning,
sanitising, and more. The Health, Safety and Security module
includes legal responsibilities and rights, workplace hazards,
manual handling, accident and injury, emergencies, and customer
and premises security.

LCQ online for employees
By law, every business or organisation that sells
or supplies alcohol must always have a properly
qualified person in charge.
The prescribed qualification is the Licence Controller Qualification
(LCQ), and it must be held by people applying for or renewing their
Manager’s Certificate to demonstrate recent and relevant training
as set out in the Sale and Supply of Alcohol Act (2012).
Now, employers can sign up their eligible people to get their NZQA
unit standards 4646 & 16705 online with ServiceIQ. Once achieved,
they will be awarded the LCQ and can apply for a Manager’s
Certificate.
A big advantage of the affordable ServiceIQ online LCQ@work
programme is that staff can access the module at any time and
from anywhere.
Our online LCQ@work programme ensures that holders meet legal
requirements of the Sale and Supply of Alcohol Act (2012).
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Taiwhanga Tākirirangi
Rocket Lab offers New Zealand’s first
aerospace apprenticeship
Rocket Lab, the global leader in small satellite launch, has worked with ServiceIQ to create
a programme that enables apprentices to gain an Aerospace Aeronautical Engineering
qualification as they build Electron rockets and test space hardware.
The Electron is the world’s only reusable small launch
vehicle. Under the supervision of Rocket Lab specialists
and engineers, apprentices will learn the specialised trade
skills necessary to assemble Electron launch vehicles for
missions, as well as test and qualify other space hardware.

created one and worked with ServiceIQ, our partners and
specialists in aviation industry training, to develop the unit
standards to enable New Zealand’s incredibly talented,
world-leading space hardware technicians to have their
experience formally recognised.

Rocket Lab engineers and ServiceIQ experts developed
new Aerospace unit standards, which were introduced
into the New Zealand Qualifications Authority’s (NZQA)
framework. This allowed the Aerospace Apprenticeship
programme at Rocket Lab to be made available to
those in the aviation industry working towards an
Aeronautical Engineering certificate, and to those looking
to retrospectively cross-qualify their years of industry
experience to the space sector, such as former Defence
Force or commercial aircraft technicians.

“As we weather the impacts of COVID-19 to continue
launching missions, further development of our satellite
division, and work on our upcoming mission to the Moon
for NASA in 2021, it’s important to us at Rocket Lab that
we play a part in developing careers and fostering talent
that supports New Zealand’s growing space economy.”
The Rocket Lab Aerospace Apprenticeship programme
combines on-the-job training and the hands-on
experience necessary to complete unit standards specific
to Aerospace Engineering and be assessed for a Level 4
New Zealand Certificate in Aeronautical Engineering
(Related Technology).

Rocket Lab Director of Production, Jamie France, says:
“A qualification like this didn’t exist in New Zealand, so we

9
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Hinonga Kōkiri
Head Start Project
The Hinonga Kōkiri / Head Start
Project is an initiative from ServiceIQ
that brings together service sector
stakeholders from industry, employers,
schools, tertiary education providers
and iwi throughout Aotearoa
New Zealand to reflect on how
COVID-19 has reshaped business,
and tell us what people and skills,
training, and learning pathways they
need for their future success.
As part of the project, 41 focus groups were held
in 10 regions throughout New Zealand between
October and December 2020 and were attended
by 321 representatives from 226 industry and other
stakeholder groups. This data was combined with
488 online survey responses, including 83 responses
gathered from these sectors between December 2020
and January 2021.
The consultation provided extremely valuable
feedback for Hinonga Kōkiri and resulted in the
creation of a Skills Summary for each of the nine
sectors represented by ServiceIQ in the future Services
Workforce Development Council (WDC), which are
Accommodation; Aviation; Cafés, Bars and Restaurants;
Catering; Clubs; Quick Service Restaurants; Retail and
Retail Supply Chain; Travel; and Tourism.
Originaly set to conclude in March 2021 the project
was extended until November to include the additional
sectors covered by the Services WDC: Cleaning
Services; Real Estate; State Sector; Local Government;
Contact Centres; Security; and the Financial Services
sectors. Engagement with these sectors is supported
by The Skills Organisation and Careerforce TITOs.

Key findings
u

u
u

Recommendations

COVID-19 changed skills and roles, and employers
and staff found multi-skilling and cross-skilling
roles a necessity during and after the phases of
lockdown, which continue to be important.
The importance of skills has changed, and this has
varied by sector.
The Service Sectors need support to help trainers
and managers understand learning needs and
barriers to learning, have access to microcredentials, and attract talent to return to the
industry, and upskill them for when they return.
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The Skills Summaries will inform the forthcoming
Workforce Development Strategy that will be
supplied to the Services WDC on 30 November 2021.
In the interim, ServiceIQ has shared this research
with TEC and supplied the current Skills Summaries
to sectors. ServiceIQ has developed an action plan
for each sector’s summary, identifying what industry
has asked for and to scope what actions are in place,
or can be begun, by the TITO to support Services
WDC initiatives.
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KOWHEORI-19
Staff training in a time of COVID-19
“When the borders
re-open, workers displaced by
COVID-19 who have found work in
new sectors may return to their original
sector, so a pipeline is required to fill
the gaps. Industry training is helping
prepare the future workforce for when
the numbers of events increase.”
Mark Bodman
Spotless

“Development of
short online training modules,
that are industry led, will help develop
the core competencies of travel advisors
after COVID-19.”
Dennis McEnaney
BCD Travel

“COVID-19 affected
McDonald’s staff and operations.
On-job training and career pathways
from ServiceIQ help the QSR sector
retain staff and build capability
from within.”
Andrew Sutton
McDonald’s

“We have adapted
to the changing needs of
the business and the impacts of
COVID-19 by taking an innovative and
flexible approach; with the help of
on-job training we have met current
demands while at the same time
developing capability to ensure we
meet future needs.”

“The ServiceIQ
Retail Apprenticeship
programme helps build the
capability and professionalism
of the sector, and aids recovery
from COVID-19.”

Manon Keating
AirNZ

Marq Holibar
Green Cross Health

11
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Ngā Tauanga
Statistics
Trainee engagement 2020
Trainees by sector and fund type
Sector
Accommodation
Aviation
Cafés, Bars, Restaurants
Clubs
Food Services
Museums
Quick Service Restaurants
Retail and Retail Supply Chain
Tourism
Travel
Grand Total

NZ Apprentice
56
245
500
13
95
0
0
11
8
0
928

Trainee
577
1,087
583
19
1,040
126
5,609
3,023
484
608
13,156

Grand Total
633
1,332
1,083
32
1,135
126
5,609
3,034
492
608
14,084

Percentage
4
9
8
0
8
1
40
22
3
4
100

Percentages may not add up to 100% due to rounding. Data does not count multiple NSNs.
Datasource: CRM

Tasman
0.50%

West Coast
0.71%

Gisborne
1.04%

Southland
2.02%

Northland
2.13%

Hawke’s Bay
2.24%

Taranaki
2.40%

Nelson
2.46%

Marlborough
3.91%

Otago
5.59%

Manawatu-Whanganui
5.78%

Bay of Plenty
6.94%

Waikato
8.77%

Wellington
9.99%

Canterbury
12.33%

Auckland
33.21%

Trainees by region

Gender identification
Female
59.68%

Male
40.02%
Unspecified 0.29%
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Trainee age group

Trainee ethnicity

15–19
29.25%

20–24
20.95%

25–29
15.90%

30–34
10.22%

European
51.87%

Māori
12.92%

Indian
10.97%

35–39
6.21%

40–44
4.77%

45–49
4.30%

50–54
3.61%

Asian
9.32%

Pasifika
9.01%

Other/Unknown
5.91%

55–59
2.62%

60–64
1.47%

65 and Over
0.71%

Educational Performance Indicators 2020
Summary
Participation rate
2020
Target

2020
Actual

12%

14%

7%

8%

35%

31%

2020
Target

2020
Actual

All learners

72%

70%

Māori

83%

69%

Pasifika

87%

62%

Young people

84%

71%

2020
Target

2020
Actual

Industry training level 4 and above

77%

66%

Māori

77%

68%

Pasifika

77%

73%

Young people

77%

67%

Level 4 and above

61%

60%

76%

Māori
Pasifika
Young people

Overall ITO credit
achievement rate

Overall ITO cohortbased programme
completion rate

Overall ITO apprentice
retention rate

Credit achievement rate
Level 4 and above

69%

62%

71%
Programme completion rate
Level 4 and above

Māori L4+ credit
achievement rate

Pasifika L4+ credit
achievement rate

non-Māori and nonPasifika L4+ credit
achievement rate

First year retention rate for apprentices

63%

Māori L4+
programme
completion rate

71%

Pasifika L4+
programme
completion rate

65%

non-Māori and
non-Pasifika
L4+ programme
completion rate
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2020
Target

2020
Actual

Overall

78%

76%

Māori

78%

76%

Pasifika

78%

93%

Young people

78%

79%
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Ngā Ahumoni
Financials
Service Skills Institute Incorporated Financial Report
for the year ended 31 December 2020
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Independent Auditor’s Report

Grant Thornton New Zealand Audit Limited
L15, Grant Thornton House
215 Lambton Quay
P O Box 10712
Wellington 6143
T +64 4 474 8500
F +64 4 474 8509
www.grantthornton.co.nz

To the Members of Service Skills Institute Incorporated (“ServiceIQ”)
Report on the Audit of the Financial Statements
Opinion
We have audited the financial statements of ServiceIQ on pages 3 to 18 which comprise the statement of financial position as
at 31 December 2020, and the statement of comprehensive income, statement of changes in equity and statement of cash
flows for the year then ended, and notes to the financial statements, including a summary of significant accounting policies.
In our opinion, the accompanying financial statements present fairly, in all material respects, the financial position of ServiceIQ
as at 31 December 2020 and its financial performance and cash flows for the year then ended in accordance with Public
Benefit Entity International Public Sector Accounting Standards (Not-For-Profit) Reduced Disclosure Regime issued by the
New Zealand Accounting Standards Board.
Basis for Opinion
We conducted our audit in accordance with International Standards on Auditing (New Zealand) (ISAs (NZ)) issued by the New
Zealand Auditing and Assurance Standards Board. Our responsibilities under those standards are further described in the
Auditor’s Responsibilities for the Audit of the Financial Statements section of our report. We are independent of ServiceIQ in
accordance with Professional and Ethical Standard 1 International Code of Ethics for Assurance Practitioners (including
International Independence Standards) (New Zealand) issued by the New Zealand Auditing and Assurance Standards Board,
and we have fulfilled our other ethical responsibilities in accordance with these requirements. We believe that the audit
evidence we have obtained is sufficient and appropriate to provide a basis for our opinion.
Other than in our capacity as auditor we have no relationship with, or interests in, ServiceIQ.
Emphasis of Matter
We draw attention to Note 19 of the financial statements, which describes the effects of the Reform of Vocational education
(RoVE) on ServiceIQ. Our Opinion is not modified in respect of this matter.
Other Information Other than the Financial Statements and Auditor’s Report thereon
The Board is responsible for the other information. The other information comprises the Annual Report, but does not include
the financial statements and our Auditor’s Report thereon. The Annual Report is expected to be made available to us after the
date of this auditor’s report.
Our opinion on the financial statements does not cover the other information and we do not express any form of audit opinion
or assurance conclusion thereon.
In connection with our audit of the financial statements, our responsibility is to read the other information and, in doing so,
consider whether the other information is materially inconsistent with the financial statements or our knowledge obtained in the
audit or otherwise appears to be materially misstated.
When we read the Annual report, if we conclude that there is a material misstatement therein, we are required to communicate
the matter to those charged with governance and request remediation thereof.

Chartered Accountants and Business Advisers
Member of Grant Thornton International Ltd.
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Board Members’ Responsibilities for the Financial Statements
The Board is responsible on behalf of ServiceIQ for the preparation and fair presentation of these financial statements in
accordance with Public Benefit Entity International Public Sector Accounting Standards (Not-For-Profit) Reduced Disclosure
Regime issued by the New Zealand Accounting Standards Board, and for such internal control as those charged with
governance determine is necessary to enable the preparation of financial statements that are free from material misstatement,
whether due to fraud or error.
In preparing the financial statements, those charged with governance are responsible for assessing ServiceIQ’s ability to
continue as a going concern, disclosing, as applicable, matters related to going concern and using the going concern basis of
accounting unless the Board either intends to liquidate ServiceIQ or to cease operations, or have no realistic alternative but to
do so.
Auditor’s responsibilities for the Audit of the Financial Statements
Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free from material
misstatement, whether due to fraud or error, and to issue an auditor’s report that includes our opinion. Reasonable assurance
is a high level of assurance, but is not a guarantee that an audit conducted in accordance with ISAs (NZ) will always detect a
material misstatement when it exists. Misstatements can arise from fraud or error and are considered material if, individually or
in the aggregate, they could reasonably be expected to influence the economic decisions of users taken on the basis of these
financial statements.
A further description of the auditor’s responsibilities for the audit of the financial statements is located on the External
Reporting Board’s website at: https://www.xrb.govt.nz/assurance-standards/auditors-responsibilities/audit-report-8/
Restriction on use of our report
This report is made solely to the Members of ServiceIQ, as a body. Our audit work has been undertaken so that we might
state to the Members, as a body, those matters which we are required to state to them in an auditor’s report and for no other
purpose. To the fullest extent permitted by law, we do not accept or assume responsibility to anyone other than ServiceIQ or
its Members, as a body, for our audit work, for this report or for the opinion we have formed.
Grant Thornton New Zealand Audit Limited

B Kennerley
Partner
Wellington
02 June 2021

Chartered Accountants and Business Advisers
Member of Grant Thornton International Ltd.
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