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Celebrating 
people who 

help you have 
a better day, 

every day 

You  
deserve  
great  
service.



This magazine is 
brought to you by 
ServiceIQ, Industry 
Training Organisation 
(ITO) for the Aviation; 
Accommodation; 
Cafés, Bars and 
Restaurants; Clubs; 

Food Services; Quick Service Restaurants; 
Museums; Tourism; Travel; Retail and 
Wholesale sectors of New Zealand’s  
service industry. 

We work with many businesses to help 
up-skill talented people through on-the-job 
training so that they are equipped to offer 
the very best levels of service to  
New Zealanders and visitors. 

Inside, we celebrate the talented workers 
who have attained nationally recognised 
qualifications, done well in tough 
competitions, and won major awards for 
service excellence. 

You deserve great service.

Everyone in New Zealand experiences the service industry every day. Whether  
you’re buying a coffee, groceries or petrol, dining out, staying in a hotel, motel  

or holiday park, travelling on a plane or visiting a museum or tourist attraction,  
the quality of service you receive makes all the difference.

There are many careers and opportunities 
in the service industry: pilots to chefs, 
baristas to flight attendants, travel agents 
to tour guides, retail salespeople to event 
organisers, museum guides to bartenders, 
supervisors, hotel managers – and many 
more. On-the-job training is available for all 
roles from entry level to senior management, 
through ServiceIQ.

A business with skilled staff and customer 
service at its heart also plays an important 
role in keeping customers coming back and 
attracting new visitors. Excellent service and 
visitor experience puts a smile on the face of 
customers all over New Zealand. 

While we celebrate the achievements of 
many, there are lots more individuals and 
businesses we’d like to acknowledge here, 
but space won’t allow. 

We’re excited to celebrate the successes. 
They deserve to be congratulated!

Dean Minchington 
Chief Executive Officer, ServiceIQ

New Zealand’s dynamic service sector is growing fast with 
more and more New Zealanders up-skilling on-the-job to 
develop their careers. Here’s a snapshot of the 11 industry 
sectors that ServiceIQ works with. 

uu The combined sectors involve around 100,000 businesses.

uu They employ 563,000 people – that’s over a quarter of  
the entire New Zealand workforce.

uu Lots of young people work in the service sector – nearly  
25% of all employees are under 24-years-old.

uu Combined, all those businesses generate about 18% of  
New Zealand’s total GDP.

uu Together, they contribute a total of $36 billion dollars to  
New Zealand’s economy every year.

SERVING UP  
THE NUMBERS



Jet Park Airport Hotel  
takes off
Providing guests world-class service  
with an up-skilled team earned  
double gold for Jet Park Airport 
Hotel and Conference Centre. The 
Auckland hotel won ServiceIQ’s 
Excellence in Training and 
Staff Development Award, and 
was Hospitality New Zealand 
Supreme Award winner at the 
Hospitality New Zealand Awards 
for Excellence. 

Recognised  
rising star

Janelle McClintock is an 
up-coming hotel executive 

who made an exceptional 
contribution to her employer and the 

industry. She was awarded ServiceIQ 
Hotel Industry Outstanding Young 
Executive of the Year, at the New Zealand 
Hotel Industry Awards. Janelle leads the 
team as Reservations Yield Manager at 
Auckland’s Jet Park Airport Hotel and has 
worked at prestigious hotels including 
the Hilton and the Langham. 

Champion school cooks
Congratulations to Kerikeri High School’s 
talented Senior Hospitality Team who created 
one sensational course after another to take 
out the hotly contested ServiceIQ Secondary 
Schools Excellence Award at the New Zealand 
Culinary Fare. It takes talent, skill, practice 
and cool heads to create and serve 
a truly swish degustation-style 
dinner. To celebrate the great 
win, the team recreated their 
stand-out dishes with a special 
dinner for classmates, parents 
and teachers back at school.

From kitchen-hand to star chef
Congratulations to Nickolas Han from New Plymouth who 
started out as a kitchen hand and has now won the highly 
sought-after accolade ServiceIQ Cookery Apprentice of the 
Year, at the New Zealand Culinary Fare. Nickolas is a chef 
at Pacific International Hotel School and is completing the 
ServiceIQ Apprenticeship in Cookery. He has a ServiceIQ 
Certificate in Hospitality Services and a Bachelor of Applied 
Microbiology from South Korea. As winner, Nickolas will travel 
to Melbourne’s Food & Wine Festival to learn more from other 
chefs and check out the Melbourne restaurant scene. 

Well done to these impressive award finalists  
who, with Nickolas, become members of  
the NZ Chefs Association:

Tai Nguyen 
Waipuna Hotel  
Auckland

Logan Birch 
Prego Restaurant 
Auckland

Emily O’Brien
Rendezvous Hotel 
Christchurch

Ash Wade
Jet Park Airport Hotel 
Auckland

Pam Marsh 
Novotel  
Auckland Airport

Robert Fairs 
Cook ‘n’ with Gas 
Christchurch

Top of the culinary class  
The team representing  
Kerikeri High School was  
Pania Tasker, Stuart Leslie,  
Teresa French, Jesse Fullam,  
Erin Clotworthy, Lewis Noorwalla,  
Jayde Guscot and Jennifer Obren.

Quest for the Best
Guests look for excellent personal service. It takes a special kind 
of person to provide it. Quest Serviced Apartments celebrated 
five front line staff achieving their ServiceIQ National Certificates 
in Hospitality. The popular Hotel IQ training programme 
provides guests with a consistently high quality experience 
thanks to skilled and knowledgeable staff. Those completing the 
programme gain a nationally recognised qualification. Quest is 
rolling out the training to its 34 hotels, nationwide.

THAT’S ENTERTAINMENT –  
CELEBRATING GREAT HOSPITALITY

Salome Sovea  
from Quest on Beaumont, 
Auckland

Jit Bahadur  
from Quest at Highbrook, 
Auckland

HOSPITALITY



Liquor King’s 
Retail Service King
Ashley Brunel was crowned TOP SHOP 
ServiceIQ Retail Professional of the Year at 
the TOP SHOP Awards dinner at Auckland’s 
Langham Hotel. Ashley has a ServiceIQ 
National Certificate in Retail Level 3 and is 
trainee manager of Liquor King’s Hillcrest 
store in Hamilton. Popular with customers 
and staff, he says ServiceIQ’s on-job retail 
training programmes help give you the 
know-how to provide an all-round enjoyable 
experience which customers come back for. 

Red for go!  
Shop floor casual to  
full-time supervisor
Top marks to Shannon Dixon. First up, 
the school leaver jumped at the chance 
to be part of the first intake of The 
Warehouse Red Shirts in Schools Gateway 
programme. Then he became one of only 
13 in the country to be selected for the 
Future Leader’s Programme, organised by 
ServiceIQ. Armed with skills, knowledge and 
a whole lot of confidence, he’s risen from 
part-time assistant to full-time supervisor. 
And he’s only 19. 

Regional Winners – TOP SHOP  
ServiceIQ Retail Professional of the Year Award

Jess Pulham 
Carvin Streetwear  

Gore

Diana McKay 
Rockshop  

Christchurch

Beau Richardson
Rockshop  

Palmerston North

Desiree Norman 
Dick Smith  
Takapuna

FINALISTS
Lower South Island Upper South Island Lower North Island Upper North Island

Joe Bishop 
Rockshop 
Dunedin

Kyle Newton 
Harvey Norman 

Dunedin

Alesha Carruth 
Resene 

Christchurch

Stefan Miller 
Kitchen Things 

Nelson

Eliza Swainson 
Mitre 10 Mega 

Hamilton

Kerry Woolridge 
Salvation Army Store 

Waitara

Rebekah Brown 
Resene 

Mt Roskill, Auckland

Michael Lowe 
Resene  

Takanini, Auckland
 

RETAIL

TOP OF THE SHOPS

WINNER 2014

ServiceIQ Retail Professional 
NEW ZEALAND

Ashley Brunel 
Liquor King Horsham, Hamilton

Dean Minchington 
Chief Executive Officer 
ServiceIQ (Service Skills Institute)



Student fledgling to  
fully fledged pilot
Saluting Bayleigh McGuire! At just 15 years of age, 
she was the youngest and one of the first secondary 
school students to take to the sky on ServiceIQ’s 
Aviation Gateway Flying Programme. Now the 
sky’s the limit because she’s well on her way to 
becoming a commercial pilot by completing 
her first year in full-time flight training at the 
Southern Wings Aviation College. 

Aviation industry’s  
high achievers

ServiceIQ recognised some of 
the aviation sector’s best at the 
Aviation Leadership Summit in 
Wellington. Congratulations to 
Aeromotive Ltd, part of Oceania 
Group, for winning the ServiceIQ 
Award for Excellence in Training. 

And to Corporal Mike West, winner 
of the ServiceIQ Award for Skills 

Excellence. Mike is an aeronautical 
engineer with the RNZAF. He has a 

ServiceIQ National Certificate in Aeronautical 
Engineering, and won the silver medal at 
WorldSkills 2013 in Germany, competing 
against other young aeronautical engineers 
from around the world. He was also a 
judge at the 2014 WorldSkills NZ national 
championships. 

Oamaru i-SITE 
makes history

Hats off to outstanding service in this 
historic town. A commitment to customer 
service training helped Oamaru’s i-SITE  
Visitor Information Centre win the ServiceIQ 
Staff Professional Training Development 
Award at the i-SITE conference in Dunedin. 
With a strong focus on great attractions 
and great service, the town is a popular 
destination for visitors from all over.

Skyline 
Queenstown 
reaches new peaks
Congratulations Skyline Queenstown, 
winner of the inaugural ServiceIQ Visitor 
Experience Award, at the Tourism Industry 
Association Summit. With a highly skilled 
team and a commitment to constant 
improvement, Skyline Queenstown has 
established itself as a quintessentially  
New Zealand attraction with successful 
world-class visitor experience. 

National Aquarium’s  
wildlife guide
Congratulations to Jacob Brookie of the 
National Aquarium of New Zealand, who won 
the ServiceIQ Award for Workplace Education 
and was the first to graduate with a Modern 
Apprenticeship in Museum Practice. He’s an 
important member of the team and helps 
visitors navigate the fascinating wildlife at the 
internationally recognised institution.

CELEBRATING HIGH FLYERS

CELEBRATING WORLD-CLASS  
VISITOR EXPERIENCE

TOURISM

AVIATION



Celebrating WorldSkills  
Award Winners
People from four ServiceIQ sectors were in 
competition at the WorldSkills NZ national 
championships in Hamilton. The workplace 
skills event attracted 90 young people 
from around the country competing in 18 
categories. ServiceIQ supported four of the 
categories, with Cooking and Restaurant 
Service receiving additional support from 
the Hospitality Training Trust. And the gold 
medal winners are:

AIRCRAFT MAINTENANCE

Liam Riley
New Zealand Defence Force (Air Force)

COOKING

Jacklin Pillay
Urban Soul, Auckland

RESTAURANT SERVICE

Kowai Te Ture
New Zealand Defence Force (Army)

VISUAL MERCHANDISING

Holly Phelwasher
Eastern Institute of Technology

KIWI SKILLS 
ARE WORLD 
SKILLS

Everyone with a ServiceIQ qualification is a winner. And they can celebrate their success online 
with the ServiceIQ Achievement Gallery. Each achiever can view their qualification on the 
ServiceIQ Gallery and even better share their success with friends and family on Facebook. 

Congratulations to everyone on achieving important skills and knowledge to help benefit many careers and businesses 
dedicated to excellent customer service. www.ServiceIQ.org.nz/you 

CELEBRATING OVER 
14,000 SUCCESS STORIES

Virtual Graduation



RETAIL MANAGER

National Certificate  
in Retail  
Level 4

HOSPITALITY PRO 

New Zealand 
Certificate in 
Hospitality  

(Food & Beverage)  
Level 3 

TOURISM EXPERT 

New Zealand 
Certificate in Tourism  
(Visitor Experience)  

Level 3 

Smart retail businesses are 
increasing the effectiveness 
of their front line managers 
with this great programme. 
Staff who are ready to help 
run the business get core 
skills and knowledge in team 
leadership; management; 
product knowledge; stock 
management, and more. It’s 
the perfect path for a career  
in retail management.

Great service is essential 
in New Zealand’s highly 
competitive hospitality sector. 
A café, bar or restaurant 
needs to serve excellent food 
and drinks, and customers  
also expect to receive  
top-notch service. This 
programme from ServiceIQ 
gives staff the skills they need 
to do the business. 

This gives staff the right 
training and skills to 
transform someone’s 
holiday into an outstanding 
experience – generating 
more recommendations, and 
more business. Developed 
in collaboration with the 
tourism industry, you’ll come 
away with outstanding skills 
and a nationally recognised 
qualification.

ANYONE CAN  
UP-SKILL ONLINE

With over a quarter of New Zealand’s workforce, the service industry offers 
you hundreds of exciting career options.     

Earn as you learn
If you’re an employee with the opportunity to get on-the-job training, you’ll be able to earn as you 
learn in a professional workplace. You’ll develop your talents and get relevant industry skills and 
knowledge leading to a nationally recognised qualification to help build your job and your career.

There are many training programmes to choose from and across all of the different service sectors. 
Depending on which level you’re at, you can start your training with basic skills and knowledge and 
go all the way to management and beyond. Developed by industry for industry, ServiceIQ creates 
programmes that help up-skill thousands of talented people.

Here’s a taster
Check out three exciting new programmes ServiceIQ has developed for New Zealand’s tourism, 
hospitality and retail sectors.

Boost your BusinessIQ
Introduction  
to customer  
service skills

Being a  
responsible  
gambling 

host

Introduction 
to preventing 

theft and 
fraud

Resolving  
customer 

complaints 
effectively

Introduction 
to consumer 
legislation

Being a  
responsible  

host – 
licenced 
premises

ServiceIQskillsonline.org.nz
New skills online anywhere, anytime.

Over 15,000 service industry employees used ServiceIQ Skills  
Online in the first six months of operation. You can too. Check out 
the cost-effective short courses to refresh or up-skill in excellent 
customer service at ServiceIQskillsonline.org.nz

YOU COULD BUILD A CAREER  
IN THE SERVICE INDUSTRY

AVIATION  TOURISM  TRAVEL  MUSEUMS  FOOD SERVICES 

CAFES, BARS, RESTAURANTS  QUICK SERVICE RESTAURANTS 

CLUBS  ACCOMMODATION  RETAIL  WHOLESALE  



ServiceIQ is the Industry Training 
Organisation (ITO) for the service 
industry. We develop 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. 

Our vision is for New Zealand to 
have a world-class service industry 
through qualified people.

ServiceIQ.org.nz 

Phone 0800 863 693 
Email intel@ServiceIQ.org.nz 
www.ServiceIQ.org.nz 

Wellington 
Level 14, Plimmer Towers,  
2–6 Gilmer Terrace, Wellington 6011 
PO Box 25 522, Wellington 6146

Auckland 
Level 4, AMP Centre,  
29 Customs Street West, Auckland 1010 
PO Box 105 944, Auckland City 1143

Christchurch 
3/107 Hereford Street, Christchurch 8011  
PO Box 920, Christchurch 8140

YOUR REAL-LIFE  
ADVENTURE
STARTS 
HERE...

EARN AS YOU LEARN,  
QUALIFY, TRAVEL 
DOING WHAT 
YOU LOVE 
Discover exciting career 
opportunities in one of our 
vibrant sectors: travel; tourism; 
aviation; accommodation; 
museums; retail; wholesale; 
cafés, bars and restaurants; 
clubs; food services; quick 
service restaurants.

The great news for you is that many businesses 
offer ServiceIQ on-job training programmes, 
so you can earn as you learn, get a nationally 
recognised qualification, and a solid career  
to set you up for more adventure. 

Follow us on >   #ServiceIQ


