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BOARD MEMBERS
Rick Christie

John Albertson

Trevor Douthett

Rick is a Director and company Chairman with
appointments in the private and public sectors. He is
Chairman of NeSI, (the NZ Supercomputer Network),
ikeGPS, and ServiceIQ; a Director of Southport Ltd,
Powerhouse Ventures Ltd, Solnet Solutions Ltd,
and a Trustee of the Victoria University Foundation.
Recently he was Chairman of EBOS Group Ltd. He was
also Director of Acurity Health Ltd, Tourism Holdings
Ltd, the NZ Pork Industry Board, Deputy Chairman of
the Victoria University Foundation Board of Trustees.
He has held a number of CEO roles including
Rangatira Ltd and Tradenz. He is a Chartered Fellow
of NZ Institute of Directors, a Hunter Fellow of
Victoria University of Wellington, and a Companion of
the Royal Society of NZ.

John has over 20 years in the retail sector.
His experience includes a number of years as an
Associate Director (Marketing) at R Hannah and
Co, and as the Chief Executive of the New Zealand
Retailers Association (now Retail New Zealand),
a position he held for 17 years. In addition, John has
extensive governance experience from roles for GS1
NZ, NZ Wine Company, Standards Council of NZ
(Deputy Chair) and the New Zealand Food Safety
Authority Advisory Board. He has also been involved
in retail training for many years – as a board member
of ServiceIQ since it began, and its retail predecessor,
the Retail Institute.

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.

Jill Hatchwell

Maryann Geddes
Maxine Gay
Maxine was a Director on the Retail Institute Board.
She is currently the Sector Secretary – Retail with
FIRST UNION, where she has worked since 2007.
FIRST UNION is a trade union representing more
than 27,000 workers in the Finance, Industrial, Retail,
Stores, and Transport sectors.

Since 1994 Maryann has held senior HR management
positions with Skyline Enterprises based in
Queenstown, where she is currently Group Manager
Risk and Compliance. Maryann is responsible for
the management of business risk and compliance
within 13 operating 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.

Jill has 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 NZAX-listed Chatham Rock
Phosphate Limited. She 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, and she is also a director of aviation
consultancy company, Air Ops NZ Limited. Jill is a
member of the ServiceIQ Audit & Risk Committee.

Bruce Robertson
Andrew Olsen
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 the Travel Agents Association of New
Zealand (TAANZ) where he has 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.
Andrew is a Director of the World Travel Agents
Association Alliance (WTAAA). He is also a member of
the New Zealand Institute of Directors.
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John Selby
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.

Bruce is the Deputy Board Chair for ServiceIQ.
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. He joined Hospitality New
Zealand in 1995 leading a revival of the organisation,
seeing it grow from 700 members covering mostly
bars, to 3,200 members representing the breadth
of the hospitality industry from cafés to luxury
lodges. Bruce left Hospitality New Zealand after 20
successful years and is now undertaking a number
of governance and advocacy roles across hospitality,
gaming, tourism, industry training and childhood
well-being.

CHAIRMAN’S
REPORT
2017 was another year of prodigious growth for New Zealand, driven by
substantial increases in tourism and immigration, and a strong demand for
construction services.
With this level of expansion, the demand for work-based training
has never been higher. This need was reflected in the growth
of ServiceIQ’s training programmes across our coverage areas
of aviation, tourism, hospitality, retail and retail supply chain.
Tourism in particular has continued its exponential growth path,
putting pressure on infrastructure and across the associated
service industries of retail, hospitality, museums and travel.
At time of writing, fifty-eight per cent of workers covered
by ServiceIQ have qualifications at Level 3 and below. New
Zealand’s service sector provides an entry point to employment
for a significant number of people (704,000 workers or 29% of
the total workforce.) While the average GDP per FTE is $78,000
compared to $94,000 for the total economy, this figure can be
improved by educating and training on-job the number of service
sector workers who have no post-school qualifications (54%).
As more trainees take up higher level positions in service sector
industries, productivity gains will be made as a result of higher
wages and lower staff churn, both of which will improve the GDP
per employee over time.
During 2016-17, ServiceIQ produced action plans for both Māori
and Pasifika trainees in the workplace.
For Māori, ServiceIQ has established Gateway Cultural
Tourism Camps. These are a collaboration between marae,
schools and ServiceIQ, to expose Year 12 and 13 students to
the opportunities and scope in Māori cultural tourism, in an
authentic learning environment.
For Pasifika learners, ServiceIQ is leading the Pasifika action plan
for the services sector, focussing on building relationships with
Pasifika communities, to provide better information and support
for learners and families. The Tertiary Education Commission is
intentionally targeting learners in South Auckland where many
Pasifika people reside. ServiceIQ recently established an office
in the Auckland International Airport precinct to better reach
businesses and their employees in the area.

Financially, 2017 saw ServiceIQ post a deficit, primarily because
of lower than anticipated trainee numbers. I should also note that,
since balance date, we have been working with TEC and NZQA
to resolve some process issues; hence the as yet unquantified
contingent liability, mentioned in a note to the Accounts.
In closing, it is with regret that I note the departure of our CEO of
the last five years, Dean Minchington, who is leaving us to explore
opportunities elsewhere.
Dean joined ServiceIQ as its first CEO in early 2013, soon after
the organisation was formed from the merger of three service
sector industry training organisations.
He quickly built and maintained a stable and successful
organisation from three very different and far smaller precursor
industry training organisations.
He also developed from scratch an international presence that has
led to work in Dubai with Emirates Flight Catering and the
Knowledge and Human Development Authority, and in Hong Kong
with the Vocational Training Council, an organisation with 250,000
students a year.
At this time, we are also marking the departure of the departure
of one of our longest serving Directors, John Albertson. John has
served the retail industry and ServiceIQ for many years, and has
always brought wise counsel to our Board meetings. The Board
join with me in wishing both Dean and John well in the future.

Rick Christie
Board Chair

Looking back over the past year, through its development of
the Regional Roadmaps, and other efforts, ServiceIQ has forged
even better relationships with our country’s regions, including
local authorities, business owners and schools. This will be
strengthened further during 2018 and beyond.
Chairman’s Report
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CEO OVERVIEW –
SERVICEIQ 2017
2017 is ServiceIQ’s fifth year in operation. How time flies. We’ve been busy
serving the skills development needs of New Zealand’s tourism, travel,
aviation, hospitality, retail and retail supply chain, and museums service
sectors. To our country, a skilled service industry is vitally important.
My firm belief has always been that our work starts with strong
“skills leadership”. By that I mean our priorities must be anchored
and aligned with our owners; being the industries we serve.
Our focus on their needs must respond to what drives them in
order to solve problems facing employers in our industry, and,
at the same time, seek to align our efforts with government
priorities wherever we can. We are truly successful in our role as
an ITO when we can satisfy both.

It’s a great example of building skills and careers while also helping
to solve the skills shortage. This work is just the beginning.
The next phase we’ve started in late 2017 is to build additional
internal capability to provide careers advice, and support the
transition for school leavers and people from all walks of life, into
industry training, jobs and careers complementing our successful
school Gateway programmes in retail, hospitality and Māori tourism
through Cultural Camps.

For instance, we’ve looked at what government have asked of
tertiary education organisations and what industry has asked
from us as an ITO, and I think we’ve found a very good blend.
ServiceIQ now has activity across our organisation that address
all six of the government’s tertiary education strategy priorities,
including internationalisation, and delivers real value to industry.

Each year, we’ve made considerable progress in technology
development. This year was no exception with the extension of
our digital offer. We have always pushed digital boundaries to
make access and learning easier, more flexible and better for
the end-users – employers and their employees, school teachers
and their students. I’d love to think that sometime in the next
five years, every trainee engaged in on-job or school based
programmes will be able to track their progress in real time,
thanks to ServiceIQ’s technology.

Another example, one of the most important achievements
this year for both industry and government, was ServceIQ’s
completion and launch of the Regional Roadmaps. Each Roadmap
highlights initiatives to build a skilled workforce, create benefits
for our regions, development opportunities for low skilled workers,
and help build the economy – both locally and nationally.
These 15 Regional Roadmaps, along with the National Workforce
Development Plan, and our individual plans around Māori, Pasifika
and LLN, is a prime example of skills leadership in action, especially
when you consider all the analytics and data that sits behind
the reports.
I’ll also mention the independent research project we commissioned
with aligned service sector ITOs in 2017. This work completed
for our ITO group – At Your Service Aotearoa – signalled the
employment-wide labour force issue. Conducted by BERL, the
research showed there would be significant growth but also
significant skills gaps that the service sector will need to face in
the next few years. The gaps present challenges at a national and
regional level. This is where the Regional Roadmaps, in helping to
build a skilled workforce, are going to be invaluable for the future.
In 2017, I was heartened by projects like the work we’ve done with
Workbridge NZ. In essence, it’s all about seeing what can be done
to help people with specific challenges or barriers to entering the
workforce and connect them with industry in a positive way.
3
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This will be my last annual report as CEO of ServiceIQ. With the
changing environment in the education sector I have decided
it is now time for new leadership to guide the organisation
through the next exciting evolution of industry training as the
Government makes its mark on the education landscape.
One of the things I’m most proud of is that ServiceIQ has such
a strong sense of community which has been built by the
dedicated people who have worked here and who work here now.
When I look at the graduations, the awards events, and all the
talented and determined New Zealanders who are achieving by
training on-job in the services industry, I can say that it’s been a
real privilege to lead ServiceIQ; an organisation that has a very
important role to play for a vibrant and successful New Zealand
well into the future.

Dean Minchington
Chief Executive

SNAPSHOT 2017
– A YEAR OF
CONNECTIONS
2017 was another action-packed year at ServiceIQ, with plenty of
initiatives to help increase capability and productivity across our sectors,
creative ways to engage our many different audiences in schools and
workplaces around the country, and some excellent results with targeted
workforce development plans for every region. Here’s a snapshot of just
some of the highlights.
Creating a vision for the future
Our Service Sector Workforce Development Plan 2017 is the culmination of extensive research and consultation to prepare for
industry challenges and opportunities in the next four years. The process has brought together business, individuals and the
community, with a focus on meeting employer demands for skilled people across New Zealand’s fastest-growing service sectors.
The plan provides a solid framework for workforce development, explores the changes and trends affecting the service sector
workforce, shares a vision for the service sector of a world class service industry through qualified people, and outlines the priorities
to respond to service sector needs.

Snapshot 2017 – A Year of Connections
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Focusing on workforce development
in the regions
Massive growth forecast across the service sector in the next four
years presents a massive opportunity for many regions.
Our Regional Roadmaps, launched at Parliament in 2017, are
the result of intense consultation involving contributions from a
combination of employers, industry representatives, government
and local government agencies on how to maximise that
value for each of these regions: Northland, Auckland Tourism,
Auckland Retail, Waikato, Bay of Plenty, Gisborne, Hawke’s Bay,
Taupō-Lakes, Taranaki, Manawatū-Whanganui, Wellington,
Nelson Marlborough-Tasman-West Coast, Christchurch,
Queenstown and Otago-Southland.
Each roadmap features significant initiatives with the key focus
on strategies to develop a skilled workforce that supports the
sectors, benefits the regions, includes prospects for low-skilled
workers and helps boost the local and national economy.

Supporting Māori and Pasifika skills development
Māori and Pasifika make a significant contribution to the service sector workforce, and ServiceIQ is committed to encouraging and
celebrating their success. In 2017, we released action plans developed following close consultation and engagement with Māori and
Pasifika communities, businesses, and learners.
The plans support further development of Māori and Pasifika with a strong focus on exploring and enhancing real opportunities for skill
development in New Zealand’s booming service sectors that include tourism and hospitality.

Increasing literacy and numeracy across our sectors
ServiceIQ recognises that a LLN focus is essential to increase job satisfaction and productivity across the service sector.
Our Literacy, Language and Numeracy (LLN) Action Plan fully supports core skills development to ensure successful outcomes
for talented trainees contributing to the economy in all kinds of businesses across our service sectors – from hotels and tourism
attractions through to retail stores and retail distribution.
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New career guide for school leavers and job seekers
In October, we launched our new Service Career Kick-Starter, a comprehensive guide for school leavers and job seekers to training
on-job for a career in New Zealand’s great service sectors.
It’s packed full of helpful information, case studies, sector profiles, statistics, job and career paths, and real success stories with just
a few of the thousands of talented young New Zealanders gaining an education and industry qualifications on the job, including
up-and-coming pilots, aviation engineers, chefs, tour guides, retail managers, museum curators and many more. The magazine was
circulated nationwide via the Sunday Star Times and is given to schools throughout the country.

Introducing new blended Schools Cookery Courses
Online learning is now more popular than ever and ServiceIQ is responding to that demand. In 2017, we launched a rich and exciting
mix of new online and paper-based learning resources for school students interested in kick-starting a career in cookery.
Prior to this, cookery resources had been entirely on paper. But with over 50 per cent of hospitality teachers showing a preference
for products that are a mix of online and paper, we know that the new blended format is now giving teachers and students the best
of both worlds.
Features include engaging videos, quizzes, and a level of interactivity to enhance the learning experience that will be added to with
subsequent upgrades.
Launched in time for schools to use in 2018, the online resources are fast becoming classroom favourites. The affirmative feedback
we’ve received just shows that bringing our original learning material to life in an engaging, intuitive and flexible format provides a
deeper learning experience for students now and in the future.

Snapshot 2017 – A Year of Connections
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STATISTICS
Trainees by Sector

Retail and Retail
Supply Chain
42.86%

Quick Service
Restaurants
23.13%

Aviation
11.89%

Cafés, Bars and
Restaurants
5.91%

Accommodation
5.54%

Tourism
4.79%

Food Services
2.54%

Travel
2.33%

Museums
0.77%

Clubs
0.19%

Trainees by Region

Trainee Age Group

35%

20–24
26.87%

30%

15–19
17.20%

30–34
10.15%

25%
20%
15%

25–29
18.49%

10%
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5.39%
35–39
6.23%
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Trainee Ethnicity and Gender Balance
Asian
7.56%
Pasifika
7.85%
Other/
Unknown
10.42%
Māori
10.99%
Indian
11.07%
European
52.12%

Female
62.07%
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Unspecified
0.09%

Male
37.84%

40–44
5.36%

50–54
4.39%

55–59
3.31%
60–64
1.90%

65+
0.70%

EPI Performance 2017
Participation Rate
Māori L4 +
Pasifika L4 +
Under 25 L4 +

2017 Target
11%
5%
27%

2017 Actual
12%
7%
33%

Credit Achievement Rate
All Learners
Māori L4 +
Pasifika L4 +
Non-Māori/Pasifika L4+
Under 25 L4 +

2017 Target
72%
72%
72%
–
72%

2017 Actual
76%
73%
92%
89%
82%

Programme Completion Rate
All Learners
Māori L4 +
Pasifika L4 +
Non-Māori/Pasifika L4+
Under 25 L4 +

2017 Target
72%
72%
72%
–
72%

2017 Actual
65%
68%
57%
70%
68%

Retention Rate
Apprentice Retention Rate

2017 Target
–

2017 Actual
84%

SERVICEIQ
FINANCIALS
Service Skills Institute Incorporated Financial Report
for the year ended 31 December 2017
Financials
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INDEPENDENT AUDITOR’S REPORT
TO THE MEMBERS OF SERVICE SKILLS INSTITUTE INCORPORATED AND GROUP
Opinion
We have audited the consolidated financial statements of Service Skills Institute Incorporated
(“ServiceIQ”) and its subsidiaries (together, “the Group”), which comprise the consolidated
statement of financial position as at 31 December 2017, and the consolidated statement of
comprehensive income, consolidated statement of changes in equity and consolidated cash flow
statement for the year then ended, and notes to the consolidated financial statements, including a
summary of significant accounting policies.
In our opinion, the accompanying consolidated financial statements present fairly, in all material
respects, the consolidated financial position of the Group as at 31 December 2017, and its
consolidated financial performance and its consolidated cash flows for the year 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)”). Our responsibilities under those standards are further described in the Auditor’s
Responsibilities for the Audit of the Consolidated Financial Statements section of our report. We
are independent of the Group in accordance with Professional and Ethical Standard 1 (Revised)
Code of Ethics for Assurance Practitioners 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 or its
subsidiaries.
Directors’ Responsibilities for the Consolidated Financial Statements
The directors are responsible on behalf of the Group for the preparation and fair presentation of
the consolidated financial statements in accordance with PBE Standards RDR, and for such internal
control as the directors determine is necessary to enable the preparation of consolidated financial
statements that are free from material misstatement, whether due to fraud or error.
In preparing the consolidated financial statements, the directors are responsible on behalf of the
Group for assessing the Group’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
directors either intend to liquidate the Group or to cease operations, or have no realistic
alternative but to do so.
Auditor’s Responsibilities for the Audit of the Consolidated Financial Statements
Our objectives are to obtain reasonable assurance about whether the consolidated 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 decisions of users taken on the basis of these consolidated financial statements.
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As part of an audit in accordance with ISAs (NZ), we exercise professional judgement and maintain
professional scepticism throughout the audit. We also:
• Identify and assess the risks of material misstatement of the consolidated financial
statements, whether due to fraud or error, design and perform audit procedures
responsive to those risks, and obtain audit evidence that is sufficient and appropriate to
provide a basis for our opinion. The risk of not detecting a material misstatement resulting
from fraud is higher than for one resulting from error, as fraud may involve collusion,
forgery, intentional omissions, misrepresentations, or the override of internal control.
• Obtain an understanding of internal control relevant to the audit in order to design audit
procedures that are appropriate in the circumstances, but not for the purpose of
expressing an opinion on the effectiveness of the Group’s internal control.
• Evaluate the appropriateness of accounting policies used and the reasonableness of
accounting estimates and related disclosures made by management.
• Conclude on the appropriateness of the use of the going concern basis of accounting by
the directors and, based on the audit evidence obtained, whether a material uncertainty
exists related to events or conditions that may cast significant doubt on the Group’s
ability to continue as a going concern. If we conclude that a material uncertainty exists,
we are required to draw attention in our auditor’s report to the related disclosures in the
consolidated financial statements or, if such disclosures are inadequate, to modify our
opinion. Our conclusions are based on the audit evidence obtained up to the date of our
auditor’s report. However, future events or conditions may cause the Group to cease to
continue as a going concern.
• Evaluate the overall presentation, structure and content of the consolidated financial
statements, including the disclosures, and whether the consolidated financial statements
represent the underlying transactions and events in a manner that achieves fair
presentation.
• Obtain sufficient appropriate audit evidence regarding the financial information of the
entities or business activities within the Group to express an opinion on the consolidated
financial statements. We are responsible for the direction, supervision and performance of
the group audit. We remain solely responsible for our audit opinion.
We communicate with the directors regarding, among other matters, the planned scope and timing
of the audit and significant audit findings, including any significant deficiencies in internal control
that we identify during our audit.
Who we Report to
This report is made solely to the Service IQ’s members, as a body. Our audit work has been
undertaken so that we might state 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 and ServiceIQ’s members, as a
body, for our audit work, for this report or for the opinions we have formed.

BDO Wellington Audit Limited
Wellington
New Zealand

12 June 2018
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