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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. He sits on the Te Pūkenga Work
Based Learning Limited Board.

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 and
sits on its Work Based Learning Limited Board.
She is a Director of Ara Christchurch, Otago
Polytechnic Dunedin and SIT Invercargill.

John Selby
INDEPENDENT
DIRECTOR
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.

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 multi-store 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
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 and Ringa Hora 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 Council
member for Ringa Hora, the Services Workforce
Development Council.

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.
She is a Council member for Ringa Hora, the
Services Workforce Development Council.

Fergus Brown
HOSPITALITY
Fergus 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 its 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.

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 a
Council member for Ringa Hora, the Services
Workforce Development Council.

Trevor
Douthett
RETAIL & RETAIL
SUPPLY CHAIN
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
was Managing Director. Trevor is a Finance
graduate (BCA) from Victoria University and
has become a career retailer with a strong
interest in training. He 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 is Chief
Executive of Rural Contractors NZ and 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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Pūrongo o te Kaihautū
Chair’s report
2021 was the final full calendar year in which ServiceIQ
operated as an industry training organisation. By the time
you read this, the organisation’s Board, executive and staff
will be entering the final stages of implementing the plan to ‘lift and shift’ on
1 July into Te Pūkenga’s Work Based Learning Limited subsidiary as part of the
Government’s generational shift Reform of Vocational Education. Even though this
will be the last ServiceIQ Chair’s Report, ‘déjà vu’ is a phrase that resonates…
In my 2019 report, I noted that it was written amid what
was the most challenging environment our service
sectors had experienced, with the consequences of
the COVID-19 pandemic taking a tremendous toll on
employers and their people.
Last year, in my 2020 report, I said: “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.” It’s fair to say that, by simply changing
12 months to 24, that statement applies to 2021 as well.
Even so, there is a great deal to celebrate, and I shall talk
about a few of the achievements shortly. First though,
as is fitting with the organisation moving on 1 July 2022
to its next phase of life, here is a quick industry training
organisation (ITO) potted history, much of which I can
personally attest.
Aotearoa New Zealand has a long record of workplace
training and up-skilling. The modern, and internationally
admired, era began in 1992 when ITOs were established.
The new system was a success, reversing the 1980s’
apprentice and workplace trainee decline as the new
approach became operational around 1995. That year,
there were fewer than 20,000 Kiwis in workplace training.
By 2008, there were seven times that number – almost
140,000 in training, with many more employers involved.
In the early 2010s, the system was reviewed and adjusted
to improve equity, efficiency, and performance, and
make it easier for even more employers to engage. One
of the outcomes of the review was the amalgamation of
many ITOs to an eventual 11.
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The three ITOs covering most of the country’s service
sectors were Hospitality Standards Institute (HSI), Retail
Institute, and Aviation Tourism and Travel Training
Organisation (ATTTO). On 1 January 2013, these merged
to become ServiceIQ. I was on the HSI Board so joined
the ServiceIQ one and was closely involved with the
challenging – but successful – process of making three
into one, and the sum of the parts greater.
ServiceIQ immediately became one of the biggest and
most significant ITOs, representing one of the most
important slices of the New Zealand economy. At the
time, about 457,000 people were employed fulltime by
just under 100,000 businesses in the sectors represented.
By 2019 (pre-COVID) there were just over 730,000 filled
jobs among 124,000 employers.
Today, not quite 10 years on from ServiceIQ’s formation,
more transformation is ahead with the aforementioned
‘lift and shift’ (Andrew talks more of this in his Chief
Executive’s Overview). Despite the pressure this
significant government reform has placed, for over two
years, on the organisation and its people, ServiceIQ
has been hugely successful in continuing to meet current
employer and trainee needs. Moreover, it has also
maintained high quality and standards at every step,
all while planning for – and implementing – that change.
Dealing with the challenges of COVID-19 was taken
in stride as just more bumps in the road. This has
been outstanding.

Everyone at ServiceIQ heard the call and responded
without hesitation, contributing time, energy, and
ideas that ensured a seamless transfer, in October,
of the standards setting and many quality functions
to Ringa Hora (the Services Workforce Development
Council). ServiceIQ continues to support and assist
our former colleagues there as they work to build their
new organisation.
I can say the same for the planning and process (which
continues) for moving into the Te Pūkenga network.
This is a significant piece of work, involving every aspect
of the organisation. The entire Board has only praise
for all the ServiceIQ staff involved in the process and
recognises all the others in the organisation who have,
of necessity, worked to backup and assist their
colleagues, ensuring that this ‘business as unusual’ year
has appeared to customers as ‘business as usual’. This
is an impressive feat and continues to make me proud
of my long association with ServiceIQ.
It is also one of the reasons I have agreed to continue
this association by joining fellow ServiceIQ Board
member Maryann Geddes on the Te Pūkenga Work
Based Learning Limited Board.
Success in the Reform of Vocational Education, of which
ServiceIQ’s transition is a part, will depend on all the
newly formed organisations (Workforce Development
Councils, Te Pūkenga, Regional Skills Leaderships Groups,
etc) thinking and acting on the basis that they are there
to service industry. Success will also depend on the ‘old’
organisations (Tertiary Education Commission, NZQA,
Ministry of Education et al) doing the same.
I intend to do what I can to ensure this success, and
I know that the executive and staff of ServiceIQ are with
me on this. I know because, in the decades I have been
involved in workplace training and vocational education,
I have seen exceptional commitment to, and loyalty and
passion for, on-job training that leads to qualifications.
There are real and valued business and personal
connections with the employers who understand and
work towards upskilling their people. And there is
authentic delight for all involved as each trainee takes
a step closer towards their goals, gaining skills and
credentials along the way and building a better future
for themselves, their employer, sector, and New Zealand
Inc. I do not overstate this. To paraphrase Charles Darwin,
in his final book about the actions of earthworms moving
large objects into the soil: every tiny action, by each
individual, over time leads to great things.

I genuinely admire and appreciate all that the people
at ServiceIQ do and achieve. Without each of them, the
organisation itself is nothing more than a name. I, and
the rest of the Board, thank you for all that you do and
contribute. We know that the last few years have not
been easy for many reasons. We know, too, that 2022
may be much the same – but we also know that you at
ServiceIQ have what it takes to succeed and do well for
yourselves, and your employers and their trainees.
Thank you.
I note, too, that my colleagues on the Board are just as
committed and passionate as everyone else involved with
ServiceIQ and I thank them for that. While they spend far
fewer of their working weeks on ServiceIQ business than
its staff do, I have seen that they contribute above and
beyond what their Chair – who’s no pushover – expects.
Thank you, Board.
In this, my final report as ServiceIQ’s Chair, I would like
to acknowledge Chief Executive Andrew McSweeney.
It has been a pleasure working with him. It makes a
Chair’s (and Board’s) job a lot easier when a Chief
Executive brings fresh ideas to the table, backed with
data and analysis. It’s even easier again when they have
a committed focus on people and improving individuals’
lives – for customers and staff. Thank you, Andrew, and
to your executive and leadership teams and their people
too. As you keep reminding us: you’re only as good as
the people in your organisation. However, they’re only as
good as you lead them to be.
I’m looking forward to remaining closely involved with
ServiceIQ and its impressive team as we work together
to build on everything that has been achieved since
1 January 2013 and, indeed, the decades before that.

Bruce Robertson
Kaihautū o Te Poari
Board Chair
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Tiro Whānui o te
Tāhuhu Rangapū
Chief Executive’s overview
Like our Chair, this is my final ServiceIQ Chief Executive’s
Overview. ServiceIQ will wind-up in the 2022 year as a result
of the government’s RoVE changes.
It seems an age now from when the RoVE reforms
were first announced three years ago. There is still
much to be done before we may see the benefits of
this unprecedented structural change as the new RoVE
entities get themselves established, develop effective
working relationships, engage more with industry, and
most importantly deliver some demonstrably better
outcomes, than the old system being left behind.
For our customers in the services sectors this should
mean more employers engaging in vocational
education, their employees building more capability
and skill resulting in a more productive and valued
workforce, much higher participation and achievement
rates by all learners – particularly Māori and those
under-served by the current system, a demonstrable
return on investment – the spend on vocational learning
at circa $1.1 billion p.a. is huge, and a more flexible
dynamic and customer focused system that future
service sector employers will embrace.
With regard to RoVE during 2021, we have continued
keeping our customers fully informed and their interests
to the forefront, while also keeping our staff engaged,
informed and motivated to keep delivering excellent
service. 2021 continued to be a very challenging year
for our customers, with aviation, travel, tourism, and
hospitality bearing the economic pain and brunt of COVID.
Retail was one of the service sectors that was, overall,
able to weather the choppy COVID waters better than
most others. Unfortunately though, there were many
employers who were forced to downsize or close.
Even so, as you will read later in this Report, our efforts
to bring the Retail Apprenticeship to life were rewarded
with a strong uptake and – equally pleasingly – excellent
progress was made with other Apprenticeship offerings.
We recognise the importance of the employer support
provided by the Government’s Apprenticeship Boost
Programme and Targeted Training and Apprenticeship
Fund for our apprentices in retail, hospitality and
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aviation. These sectors may continue to struggle with
the on-going challenges the pandemic presents, but
they continue to understand and support workplace
training and the value it delivers now and for the future,
particularly as we see COVID recede many workforce
demands will be evident given talent shortages in many
of our sectors.
Our strong support of schools was also a feature of 2021.
Teachers and students faced many challenges too. With
many Auckland school students at home during the
extended lock down period, our team once more rose to
the challenge with solutions that helped ensure learning,
achievement and interest in service sector careers was
maintained or enhanced.
Customer satisfaction is something that ServiceIQ has
at its core, and the 2021 data on this is provided for you
later in this Report. The results are excellent and are
testament to the professionalism and commitment of
the entire ServiceIQ team. Increases across all the key
metrics, from already high levels, was a great outcome.
As it is for our service sectors it is our people and the
quality relationships that matter most and lead to the
best outcomes.
We continued to measure our internal staff engagement
too, as we do each year. Despite the challenging times,
staff engagement has been very good and, in 2021,
continued to climb. The overall engagement score was
77%, with large increases among important measures
of diversity and inclusion; environment and sustainability;
learning and development; and an almost doubling
on all measures to do with staff understanding and
development in te reo Māori and te ao Māori.
Together, our continued focus on customer service and
high customer satisfaction, our high staff engagement,
leveraging our revenue opportunities to the fullest, and
good cost management have led to a very solid financial
result. The 2021 operating surplus as reported was
$1.6 million.

In 2021, we again met – and often exceeded – the high
standards of compliance, whether internally or for
employers, trainees, and schools. Our Quality Assurance
(QA) team achieved all this while being split in two, and
re-built, as the establishment of Ringa Hora (Services
Workforce Development Council, WDC) in October, saw a
number of QA staff transfer.

RoVE and COVID-19 have both meant a considerable
amount of extra work for everyone at ServiceIQ. All staff
stepped up and did what was required while ensuring
that our business serving customers continued to grow,
and that the organisation developed and implemented
continuous improvement. I echo the Chair’s and Board’s
sentiments that this is outstanding.

With staff having transferred, the QA functions that
remained with us required a number of people to be
recruited, with our required QA continuing in parallel.
I’m very pleased at how this was handled by all involved,
with none of the extra work and pressure impacting on
internal or external customers.

Thanks to our staff who are the single most important
key to ServiceIQ’s success and, through that, the success
of our customers as we help them grow their talent.
The teams and individuals that make up our staff
excelled in 2020 and again in 2021, despite challenging
circumstances in both years. As 2022 unfurls, and
the challenges continue, they have kept up the pursuit
of excellence, all of which stands them and ServiceIQ
in good stead to add value at their new home in
Te Pūkenga.

In mentioning WDCs, it has been clear from discussions
with employers and industry associations that there
are, rightly, high expectations of them. While ServiceIQ
is no longer responsible for the skills leadership work
that WDCs are now charged with, we remain committed
to doing what’s best for the sectors and customers we
serve, and we are maintaining and building relationships
with Ringa Hora and providing ongoing support where
needed. As part of that – if I may skip ahead to 2022
for a moment – we have gifted the taonga that was
created from our major Hinonga Kōkiri project, which was
featured as underway in the 2020 Annual Report.
That work was completed in 2021 and, on 28 February
2022, formally handed over to Ringa Hora, helping
establish a sound footing for its inaugural Workforce
Development Plan. In addition, our Board agreed,
with industry and Ringa Hora, to transfer $3.0 million
of ServiceIQ cash assets to a fund that will be used
expressly for industry workforce development projects,
continuing the long and valued history of ServiceIQ in
this vital area.
Another of the RoVE developments is, of course, the
transition of ServiceIQ and other ITOs into Te Pūkenga.
During the year, we negotiated the terms of our transfer
into its Work Based Learning Ltd subsidiary. These
have been agreed and, on 1 July 2022, ServiceIQ will
‘lift and shift’ in its entirety as a going concern. This will
ensure the least disruption for our staff and very little,
if any, change at all for our employer customers and
their trainees, and schools and their students. For our
customers Te Pukenga should be able to offer world class
on-job, on-campus, and on-line learning, integrated as
necessary to deliver a world class learning experience.
Change will occur as Te Pūkenga finalise in 2022, and
implement their operating model from 2023 onwards,
however we expect change will lead to improvements
and hopefully see the achievement of some of the goals
I outlined earlier.

I must also thank our many customers in our sectors
firstly for their business with ServiceIQ, and those many
who have stepped forward regularly and willingly to
contribute time and expertise to overcome issues and
challenges. Your involvement with Hinonga Kōkiri, RoVE
and Industry Advisory Groups has been invaluable.
I would like to thank my Board for their leadership over
what has been a challenging time. The success or not of
an organisation starts from the top with a quality Board
and we have that. I would note that our Board Members
hold six Directorships on new RoVE entities which will
ensure the voice of our services industry is strong.
Lastly, thanks to the ServiceIQ Executive and Leadership
team for their support, contribution and sheer hard work
in leading ServiceIQ to more successful outcomes.
We finished 2021, and head into 2022, with customers
and staff highly engaged and aware of the potential that
RoVE can deliver. Together, we are working hard to do
our bit to ensure the changes produce outcomes that are
for the better and will make a real difference. That’s what
we are here for.

Andrew McSweeney
Tāhuhu Rangapū
Chief Executive
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Kia tika te tīmatanga
Apprenticeships boost retail careers
Top retailers across Aotearoa New Zealand are embracing
the opportunity to offer eligible staff an apprenticeship.
“Apprenticeships are common in the trades, as
well as for chefs, food and beverage professionals,
and aircraft engineers,” says Andrew McSweeney,
ServiceIQ chief executive. “They are an effective timehonoured system that provides huge advantages
for employer and employee. This is recognised
with employers able to apply for support under
the government’s Apprenticeship Boost
Programme.
“Apprenticeships are relatively new
to retail, so it’s fantastic to see
employers welcome the concept,
demonstrating to all New
Zealanders that retail
is a robust and vital
professional sector,
full of opportunity
and benefits for people
wanting fulfilling jobs and
rewarding careers.”
Greg Harford, Chief Executive of
industry association Retail NZ, says:
“We’re absolutely delighted that retail
employers can offer an apprenticeship.
There are some amazing jobs out there and a
programme like this reinforces to employees and
potential employees that they will be well supported,
trained, and given all the key requirements for a
successful career. The retail sector has so many
opportunities to develop and grow, be it in a store,
management, ownership, marketing, or warehousing
and distribution to name a few different facets that
exist in the sector.”
The ServiceIQ Retail Apprenticeship results in the
award of two New Zealand Certificate qualifications
over the two-year on-job programme. After
completing their apprenticeship, employees have
knowledge and skills applicable across the wide
range of modern retail businesses and environments.
Sales and business performance, team leadership,
staff performance, applicable legislation, stock
maintenance and loss prevention, and customer
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experience, service and complaints are just a few of
the aspects covered.
Andrew McSweeney says the ServiceIQ retail
apprenticeship benefits employers as much as their
apprentices.
“The apprenticeship helps employees move along
their chosen career pathway, building their skills
and experience. At the same time, because
the apprenticeship is fully on-job, the
employer has increasingly skilled
and talented employees working
daily in its business. Offering
apprenticeships helps attract
good people to, and retain
them in, the business
while providing a
solid and supported
structure for their
training.”
Because the apprenticeship is
entirely workplace-based it is highly
relevant to both the employer and the
employee. However, because of the depth
of training, it may not suit every employee
in every workplace. For these cases, we have
ensured there is a suite of retail training options
available. Employers operating in retail, or the supply
chain side, can choose from a range that covers
short induction training; full New Zealand Certificate
retail, distribution, team leadership, and management
qualifications; as well as the apprenticeship.
“It may be a surprise to many Kiwis that there is a
retail apprenticeship, and such a comprehensive
range of nationally recognised training and
qualifications,” says Andrew McSweeney. “It is less
surprising when you discover that retail is about
14% of the economy from 76,000 retailers employing
more than 427,000 people – more than 16% of all jobs.
Further, in the last 20 years, retail has never seen a
negative job opening rate (new jobs plus openings in
existing jobs), even during COVID.”

“The Retail Apprenticeship has offered us the
ability to upskill our team and give them further
opportunities to progress in a career in retail, and of
course the learning is so incredibly relevant to their
role that they can make use of those skills on the
shop floor immediately!”
Kristine Johnson, People and Culture
at Smiths City

“The apprenticeship programme has been an
amazing opportunity to upskill our workforce in
difficult times.
People development remains a high priority in our
business so that we have a robust strategy to retain
and recruit people, get sales growth in our business
through performance, and to offer something
different from our competitors.
Our initial numbers in the programme exceeded our
target by double, and we look forward to year two
of the qualification as this brings a new pathway
(New Zealand Certificate in Retail L4) that we haven’t
offered before.

“The Retail Apprenticeship has been a great way
to retain and develop our team; it’s a great way to
engage with trainees whilst checking our processes
and policies as they learn. People don’t always
see Retail as a career choice, the apprenticeship
programme helps embed good skills and behaviour,
whilst developing our next leaders.”

The feedback from learners has been very positive
and the pastoral support has been effective and very
much appreciated.”
Dianne Sherrock, Learning and Development
Manager at Green Cross Health

Wendy McLaughlin – Head of Retail Sales
at 2degrees

“Interesting times to say the least with the current
labour market. What we have found is that you must
offer something that resonates with both current
and protentional employees, as right now they have
choice and lots of it.
So, what can you offer that others don’t? Yes,
you might have a cool brand, product, and slick
marketing... but what else?
That is the space that Resene has found itself in
over the past two to three years more so than in the
past; plus, add in all that COVID has brought to our
business. It has made the people side of Resene just
as challenging as bringing in the materials that we
use to manufacture in New Zealand.
Often, I find that we are asked what do you do that
would make someone want to join a paint company
of all things? Also, why should/would someone
pick our company over others that might offer more
tech or even more attractive incentives?
For us, one of the key elements has been training,
and not just any old training, but a long-standing
culture of ‘on the job training’. Training where you
are encouraged to further yourself in whatever

you do (in some cases way past what was their
perceived comfort zone). Better still for Resene, we
‘just happen’ to have a long-standing relationship with
a key educational provider called ServiceIQ that now
stretches back well over 20-plus years.
Over this period, literally thousands of Resene
employees have gained NZQA accreditation in two
main areas: the New Zealand Certificate in Retail
and the Business Levels 3 and 4 qualifications. We’ve
recently added the Retail Savvy Award too. So, for
us, this isn’t a new revolution of education and
recognition that keeps us in front, but one that is now
so intertwined in our own world that it is just part of
who we are and what we do. So much so that these
recognised qualifications are part of the criteria for
the Resene Paint Professionals programme, which is
where we recognise our elite, on both their technical
knowledge and what we call their ‘Reseneness’.
So, to say it is nice to have a business partner that
you trust is an understatement; now, it is just what
we do together.”
Andrew McPherson, Retail Manager
at Resene
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Ko ngā kiritaki ngata
Customer satisfaction grows
In 2021, ServiceIQ undertook a major customer satisfaction study.
With the complication of COVID-19, we were unsure if employers and
trainees felt we were still doing well.
We were delighted that satisfaction was up over 2019’s already high levels. This is a testament to the
quality of ServiceIQ’s people, training programmes and products, and customer support.

Satisfied customers
88% of employers (up 7%) and 84% of trainees (up 2%) stated that they were satisfied with ServiceIQ.
The Net Promoter Score from both groups also jumped, by 9 points for trainees (to 21) and 12 points for
employers (to 29).
ServiceIQ CEO Andrew McSweeney noted that the increase among small to medium enterprises
(SMEs; 20-99 employees) was especially pleasing.
“We’ve long been aware that it’s often easier for large businesses to engage with credentialised on-job
training, and we’ve been working hard for the last few years to bring the benefits to more employers
and their employees. The 11% increase in SME’s likelihood to engage with workplace training leading to
qualifications is testament to the work our people have done and continue to do.”

Importance of ServiceIQ training
Training remains one of the top motivators for both trainees and employers. Less than a third (32%) of
employers believed employees already have the skills and knowledge without the need for any further
training (previously, 42% thought so, indicating that the value of on-job training is increasing).
In line with the data from 2019, an overwhelming majority (93%) of employers agreed that having
relevantly trained employees is very important for their business/industry; and 83% of employers
believed ServiceIQ’s training programmes and qualifications add value to their business.
ServiceIQ’s two key service factors received positive responses from both trainees and employers.
These are:
1. ServiceIQ’s training and qualifications are relevant and meet job/career needs.
2. ServiceIQ’s training advisors have the required knowledge and skills to do their job.
Andrew McSweeney admits that the survey also identified a few areas where further improvement
is needed.
“As in 2019, we asked the hard questions and got a lot of valuable information. We used that data as
inputs into our continuous improvement process, and the increase this time around indicates that this
approach is working. We have done the same this time and work is well underway – and some completed
already – to identify issues, root causes and solutions; as well as capture and extend best practice.”
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Haerenga umanga
Journey from school to career
Despite COVID continuing to disrupt, student participation increased.
The 2020 success in developing solutions to allow schools
and students to continue to progress during the first
COVID lockdowns was built upon during 2021, despite the
continuing – and changing – situation during the year.
Many of the initiatives that were rapidly deployed in 2020,
while remaining fit for purpose, were modified and improved.
ServiceIQ’s experience in online and blended (a mix of online
and paper-based) learning meant that schools and students
were impacted as little as possible.
Testament to this is the increase in Gateway participation,
with improved completion too. We saw a 34% increase in
Gateway students; that is 639 more than in 2020.
The journey from school to career was also able to be
highlighted with a series of events that connected students
with employers, giving them a look behind the scenes at
a variety of workplaces. This was also the opportunity for
these young students to meet trainees and apprentices who,
just a year or two before, were in their school shoes and on
the cusp of transitioning into employment.

2021 Gateway student numbers
Blue Shirts in Schools

165

Countdown SEEDS Programme

913

Noel Leeming’s Passionate Experts in Schools

120

Red Shirts in Schools

1,065

Farmers Gateway

68

Mitre 10

59

Māori Cultural camps

128

Grand Total
(639 more than 2020; a 34% increase)

2,518

Participation rates

Again, despite the uncertainties of COVID-19, the other
side of the school coin was not neglected, with more than
100 teachers participating at well-received professional
development days throughout the country.
25%
Pacific People

33%
Māori

42%
Non-Pacific
or Māori

90%
for tauira Pacific

93%
for Non-Pacific
or tauira Māori

Completion rates

88%
for tauira Māori
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Tangata mahi, tangata ora
Chef, apprentice, parent and teacher: Learning
and earning on-job makes the difference
Moving seamlessly from school to the workplace can be a big leap,
but a good employer, with a commitment to on-job training programmes or
apprenticeships, makes all the difference.
It helps too that young Kiwis enter the workforce with real-world work experience.
As the industry training organisation for Aotearoa New Zealand’s service sectors, ServiceIQ works across the entire school
to work transition: everything from classroom teaching resources and Gateway workplace programmes to on-job training
programme awards, qualifications, and apprenticeships.
ServiceIQ has produced a series of three related videos to showcase a real-life example of the value of a robust vocational
education partnership that includes employer, whānau, teacher, trainee and industry training organisation.

Brent Martin

Felix Kluge

Executive Chef at Park Hyatt Auckland,
Brent’s world-class team is a topperforming unit – much of that down to
passionate people trained on the job.
He understands why employing and
training the next generation of service
sector professionals in the workplace
makes great business sense.

Felix is a young cookery apprentice.
He knew he wanted to be a chef, so
studied hospitality at school. The
industry Unit Standards he gained
there are recognised by employers,
helping him build a stand-out resume
and land a coveted apprenticeship at
the 5-star luxury Park Hyatt Auckland.

“It’s good business to have an
apprentice. Training on-job is great
because we can really show them how
a kitchen is run. My advice to other
employers is to get on board. We have
the ability to reset the hospitality
industry and what we do. Let’s make it
exciting for the younger generation.”

“One of the cool things is I don’t have
a student loan: I’m getting paid to work.
I’m getting my qualification through it.
I’m working with some of the best chefs
in the world at the moment and they’re
teaching me a lot.”

The videos are on ServiceIQ’s website.
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Frances Kluge
As well as a proud mum, Frances is
also a qualified chef and a hospitality
teacher at Northcote College. Having
all these bases covered, she knows
it makes sense for school leavers to
transition directly into the workplace.
“As a teacher and a parent my advice is
moving straight into an apprenticeship
from school is a great step. For me,
on-job training is so beneficial. If you
make mistakes, you learn from them
straight away. You don’t have a student
loan, and you’re getting paid as you
work. The support he’s getting as an
apprentice is priceless.”

Kia ako, kia ea
School students get NCEA credits
for hospo competitions
In pre-COVID times, hundreds of hospitality professionals joined battle
for the accolade of being the best of the best, pitting their skills against each other
in world-class cookery and food & beverage competitions.
Each year, too, hundreds more young Kiwis did the same
thing when keen high school cookery and hospitality
students competed in local, regional, and national hospitality
contests. Students and their teachers put huge effort and
practice into these endeavours, often in their own time but
with little opportunity to turn that experience into industry
relevant NCEA learning credits.
As the country heads to a post-COVID world,
ServiceIQ has made the two hospitality
industry competition unit standards
accessible to schools.

Students can now be
rewarded for their successful
work in preparing for – and
competing in – hospitality
contests, including relevant
online events. Better yet, both
these Level 3 standards, and the credits
attained, can be put towards many
New Zealand Qualifications or
Apprenticeships in hospitality.
“Now, every ākonga participating gains, no matter where
they place in the competition. The hard mahi they put in
is recognised towards NCEA,” says Doug Pouwhare,
ServiceIQ’s General Manager for Talent Supply Transitions
and Operations.

“With the availability of the industry competition unit
standards, all students who properly prepare, and compete,
benefit by gaining 10 NCEA and industry training credits
as well as attaining the two standards. The two-standard
package fits perfectly with our suite of school hospitality
teaching and Gateway resources, which also strongly
integrate with what industry expects and looks for when
recruiting.”

While cookery is what you
probably think of when
‘hospitality competitions’
are mentioned, the food &
beverage, or front of house,
side of the profession is what
most people experience, and
many competitions include this
component too.
“Although the cooking part is strongest in schools, we have
created the materials for these unit standards so that they
can apply to the full range of culinary arts, giving more
schools and students the opportunity to gain skills and
knowledge.”
One of the unit standards is theory-based. The other is more
focused on the preparation for, and activity in, competition.
Both are worth five credits at Level 3.
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Hinonga Kōkiri
Service sectors
set up for success

1 July 2022 is when ServiceIQ’s next chapter begins. As mentioned in the
Chair’s Report and Chief Executive’s Overview, the ‘lift and shift’ into Te Pūkenga’s
Work Based Learning Limited subsidiary is effective from that date.
As also noted, the skills development responsibilities of
ITOs like ServiceIQ moved to Workforce Development
Councils (WDCs) on 1 October 2021. The WDC for services
is Ringa Hora.
On 28 February 2022, ServiceIQ announced the transfer of
$3 million to Ringa Hora to create a fund for workforce and
skills development projects in hospitality, tourism, retail,
aviation, and travel. In addition, ServiceIQ’s substantial body
of past work in this area was also gifted.

Funding the future
ServiceIQ has made this transfer because its Board and
industry Members believe it is vital that the skills leadership
and workforce development mahi ServiceIQ has carried out
over many years should continue. By gifting to Ringa Hora
both the completed work and funding for more, the service
sectors, its employers, employees, and ultimately all Kiwis
as its customers, will benefit.
At the official ceremony in February, Bruce Robertson, Board
Chair for ServiceIQ, noted that many people underestimate
the value these sectors bring to the nation’s economy and
individuals’ lives.
These sectors contribute 17% to the country’s GDP – that’s
$57 billion – generated from 653,000 jobs, which is 25% of all
jobs in the country. While those numbers are down on 2019,
they will grow again and are predicted to be as high, and
probably higher, by 2025. The other side of the coin is the
contribution to the quality of each of our lives. It’s important
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not to undervalue something as simple as a good coffee
with friends or having access to shops when you urgently
need something. Or having a great holiday experience with
whānau or being able to get a flight when loved ones are ill
and need care.
“As with many other industries in New Zealand, COVID
has had a big impact and employers and their staff are
hurting. There is, however, opportunity to recover and, at
the same time, do things better. ServiceIQ has recognised
that, and it is with this in mind that these taonga of a fund
and existing knowledge have been gifted to Ringa Hora. We
have also established a structure that ensures the future
work on industry skills needs is in full collaboration with the
associations and bodies that represent employers in the
sectors ServiceIQ has represented since 2013.”
The funding has two main requirements:
u it can only be used for key projects that will help
address the many issues facing the service sectors’
general workforce
u industry and Ringa Hora must agree the projects
before any funds can be used.
This ensures the greatest industry value and benefit and
facilitates two vital aspects of investment in workplace
development and skills leadership, both key drivers for the
establishment of WDCs:
u the voice of industry is heard
u industry and Ringa Hora collaborate.

Bruce Robertson and Jamie Williams (Council Member – Ringa Hora)

Kari Scrimshaw (CEO Ringa Hora) and
Andrew McSweeney

Hinonga Kōkiri / Head Start
While the ServiceIQ skills and workforce development
mahi is freely available on our website, the data behind the
recent and substantial Hinonga Kōkiri project is a valuable
contribution towards the development of Ringa Hora’s
inaugural Workforce Development Plan.
Hinonga Kōkiri was funded under the government’s
COVID-19 Response Projects Fund, administered by TEC.
It took 11 months, over three stages:
u The first stage was creating nine Sector Summaries for the
sectors that ServiceIQ has worked with for many years;
u Then came another seven Summaries for the sectors that
Ringa Hora would inherit from other ITOs;
u And finally, the creation of four key documents:
u a Thematic Analysis on the impact of COVID-19;
u a ‘Plan on a Page – Embracing Manaakitanga’;
u a summary analysis of Māori in the service sector;
u and a final over-arching report.

Three crucial themes were clear from the contributions
of more than 700 people from across Aotearoa who
attended workshops and focus groups or were interviewed
or surveyed:
1. The need for resilient businesses and employees in the
face of disruption and change;
2. The value of people-facing service roles, and the breadth
and depth of skills, knowledge and attributes required
for these roles;
3. The need to upskill, reskill and cross-skill, and the
critical importance of transferable skills – for individuals,
workplaces and across industries.
As Bruce Robertson said, when he officially handed over the
taonga to Ringa Hora: “There is a wonderful whakatauki that
sums up what we are to celebrate today: ‘Mā te huruhuru
me te mātauranga. Ka whakapakaria te manu kia rere, kia
whakatupu ai ngā kōrahoraho’ – ‘Adorned with feathers
and knowledge, the bird will be strengthened to fly and to
nurture the young unfledged birds’.”
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He rangapū
Queenstown dream come true
Eleven talented students with tourism and hospitality
running in their veins beat out stiff competition to win places
on a fantastic trip to Queenstown.

Back row: Waimarama Tapiata-Bright, Raurukitahi Fitzgerald, Rakairoa Campbell, Jackson Flavall (GWT),
Vanessa Mohi-Goodchild (ServiceIQ), Heidi Gillingham (GWT), Corey Wynyard (Teacher), Shannon Lacey
Front row: Monica Yu, Ali McGregor (Teacher), Kieralee Gilson, Nakita Parish, Sentain Robertson
(Teacher Gore HS), Sarah Hose, Temorie Wihongi

During the year ServiceIQ and Go with Tourism ran a school competition each Term, one
with a hospitality focus and the other tourism. Over the year, students who entered all three
competitions in one of the categories could edge closer to a place on the Grand Prize trip to
Queenstown where they would encounter the iconic region as visitors do and, better yet,
get exclusive behind-the-scenes experiences.
Congratulations to the student winners and the talented tourism and hospitality teachers,
who were also on the trip and able to see first-hand the skills and talent it takes to make these
Kiwi industries tick.

Hospitality winners
Sarah Hose – John Paul College, Monica Yu – Christchurch Adventist School, Temorie Wihongi
and Shannon Lacey – Taumarunui High School

Tourism winners
Waimarama Tapiata-Bright, Rakairoa Campbell and Raurukitahi Fitzgerald – Te Kura Kaupapa
Māori o Ngā Mokopuna, Libby Briggs – Otago Girls, Kieralee Gilson – Gore High School,
Nakita Parish – St Kevin’s College, Jacinda Sione – Tauraroa Area School (unable to join us)
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“Qualifications achieved through our on-the-job training and the partnership with
ServiceIQ provide real life benefits not only to our business but also the individual
staff members themselves. Working with ServiceIQ gives us great confidence
that our offering remains relevant to industry trends and also NZQA requirements.
It is a pleasure working with the ServiceIQ team.”
Andrew Sutton – Learning & Development Manager
McDonald’s NZ Ltd
“We’re stoked about giving Kathmanduers the opportunity to gain recognised
national Retail Qualifications they can be proud of for life. Our team are already
passionate about service and our gear; completing this training allows them
to learn and grow as retailers from experience, which is what an apprenticeship
is all about!
With support from ServiceIQ’s locally based Training Advisors we have been able
to provide team members a credible pathway into a retail career. It has allowed us
to harness talent and identify leaders in our retail network. The apprenticeship has
provided us with an engagement tool, supporting talent attraction and retention.
As we head into 2022, we’re looking forward to celebrating the achievements of
our year one intakes and putting our knowledge into action with our customers.”
Nova Knight – Learning and Development Programme Manager
Kathmandu
“As a customer-led, people-focussed organisation, TWG appreciates and supports
the access to Aotearoa New Zealand-recognised qualifications available through
our partner, ServiceIQ. The quality of learning ServiceIQ provides our team
members to build their skills, knowledge and ability is invaluable in helping us
support our people’s wellbeing and resilience in a dynamic world.”
Catherine Paul – Merchandise Learning and Development Partner
The Warehouse Group
“We provide the opportunity for everyone to learn, train and develop in their
role and career. It doesn’t matter if this is your first job or you’ve been around
a while, we believe in helping our people succeed because that’s what drives
customer satisfaction and business success for our owner-operators.
These team members are contributing to the overall continuing success of
Mitre 10 by leading stores and increasing store productivity and sales by applying
sound business practice in their roles. These qualifications really enable our
people to keep striving forward in their career in retail.”
Arahi Ruffell – Learning Product Owner
Mitre 10
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Ngā tauanga
Statistics

81%
10 credits
achievement

Trainee engagement 2021
Trainees by sector and fund type
Sector

NZ Apprentice

Accommodation
Aviation
Cafés, Bars,
Restaurants
Clubs
Food Services
Museums
Quick Service
Restaurants
Retail and Retail
Supply Chain
Tourism
Travel
Grand Total

Gender identification
Trainee

Grand Total

Female
60.19%

Percentage

82
274

302
804

384
1,078

3%
8%

606

497

1,103

8%

15
139
0

2�
770
90

41
909
90

0%
7%
1%

0

5,865

5,865

43%

1,256

2,499

3,755

28%

19
0

277
110

296
110

2%
1%

2,391

11,240

13,631

100%

Unspecified
0.32%

Male
39.50%

Percentages may not add up to 100% due to rounding. Data does not count multiple NSNs.
Data source: CRM
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Tasman
0.54%

West Coast
0.66%

Gisborne
0.98%

Hawke’s Bay
1.96%

Northland
2.35%

Southland
2.46%

Taranaki
2.90%

Marlborough
3.48%

Manawatu–Whanganui
4.16%

Otago
5.04%

Waikato
6.25%

Bay of Plenty
7.10%

Wellington
9.98%

Nelson
10.23%

Canterbury
12.05%

Auckland
29.94%

Trainees by region

Trainee age group

Trainee ethnicity

15–19
32.76%

20–24
19.84%

25–29
13.98%

30–34
10.43%

European
53.58%

Māori
13.01%

Indian
9.46%

35–39
6.16%

40–44
4.65%

45–49
4.09%

50–54
3.42%

Asian
9.21%

Pasifika
9.27%

Other/Unknown
5.47%

55–59
2.74%

60–64
1.32%

65 and Over
0.60%

Educational Performance Indicators 2021
Summary

Participation rate
Level 4 and above

2021
Target

2021
Actual

13%

14.2%

Māori

70%

58%

75%

8%

7.4%

35%

32.1%

2021
Target

2021
Actual

Pasifika
Young people

Overall ITO credit
achievement rate

70%

Overall ITO cohortbased programme
completion rate

84%

Overall ITO
apprentice
retention rate

89%

Credit achievement rate
Level 4 and above
All learners

72%

69.5%

Māori

80%

70.2%

Pasifika

87%

84.0%

Young people

84%

77.0%

2021
Target

2021
Actual

Industry training level 4 and above

78%

66.1%

Māori

78%

63.9%

Pasifika

78%

71.5%

Young people

78%

69.1%

Programme completion rate
Māori L4+ credit
achievement rate

64%

Māori L4+
programme
completion rate

Pasifika L4+ credit
achievement rate

Non-Māori and
Non-Pasifika
L4+ credit
achievement rate

72%

66%

Pasifika L4+
programme
completion rate

Non-Māori and
Non-Pasifika
L4+ programme
completion rate

Level 4 and above

First year retention rate for apprentices
2021
Target

2021
Actual

Overall

78%

75.1%

Māori

78%

69.2%

Pasifika

78%

78.9%

Young people

78%

73.2%
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Grant Thornton

Independent Auditor's Report

Grant Thornton New Zealand Audit Limited
L 15, Grant Thornton House
215 Lambton Quay
PO Box 10712
Wellington, 6143
T +64 4 474 8509
www.grantthornton.co.nz

To the Members of Service Skills Institute Incorporated ("Service IQ")
Report on the Audit of the Financial Statements
Opinion

We have audited the financial statements of Service Skills Institute Incorporated ("ServicelQ") on pages 23 to 38 which
comprise the statement of financial position as at 31 December 2021, and the statement of comprehensive income, statement
of changes in equity and statement of cash flows for the 31 December 2021 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 ServicelQ
as at 31 December 2021 and its financial performance and cash flows for the 31 December 2021 then ended in accordance
with Public Benefit Entity Standards Reduced Disclosure Regime (PBE Standards RDR), 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
Auditors Responsibilities for the Audit of the Financial Statements section of our report. We are independent of Service IQ 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 auditors and assurance providers, we have no relationship with, or interests in, ServicelQ.
Emphasis of Matter
We draw attention to the disclosures in the notes to the financial statements related to the Reform of Vocational Education and
the Basis of Preparation of the financial statements. These disclose the facts and circumstances leading to the adoption of a
realisation basis of accounting in the preparation of the financial statements.
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.

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