
New Zealand is highly regarded for its many museums, galleries and related attractions but 
they still must compete for the attention and tourist dollars of both local and overseas visitors. 
Qualified staff help both the business that employs them and the reputation of New Zealand  
as a destination.

Red Cross people are 
people people

World’s 
coolest 
McDonald’s
McDonald’s in Taupo made international 
headlines this year when named the world’s 
coolest of the company’s 34,000 outlets.

thedailymeal.com said, “Around the world there 
are some pretty innovative examples of how 
creative franchise owners blend into (or stand 
out from) their surroundings, as the brand has 
brought on some of the world’s top architects to 
craft some incredibly creative restaurants. From 
the New Zealand location that incorporates 
a decommissioned airliner to the minimalist 
‘Quarter Pounder’ store in Tokyo.”

The Kiwi contender beat a Georgian mansion in 
New York State and a marble- and mosaic-filled 
delight in Rome. Other restaurants in the top 10 
included a UFO-shaped restaurant in Roswell 
and one in Dallas shaped like a giant Happy Meal, 
complete with a towering burger, drink and fries. 
McDonald’s restaurants in Ireland, South Korea, 
Australia and Japan were also in the Top 10.

Taupo McDonald’s owners Des and Eileen Byrne 
said they are pretty chuffed it finally has official 
‘cool’ status. “We’ve had some really special 
moments over the years, like we had one man 
in his late eighties, Ray Misson, who was the 
last person to ever fly that plane when it was a 
top-dresser. It was quite a job to manoeuvre him 
into the seat but once we had him sitting there, 
it was a dream.”

The plane, a Douglas DC3, was built in 1943 
and was one of three used by South Pacific 
Airlines of New Zealand from 1961 to 1966. In 
1971 it was renamed Whio and used by Fieldair 
Holdings as a top-dressing plane, before being 
decommissioned in 1984.

Mrs Byrne said children as well as their dads 
loved exploring the DC3, which still had its 
cockpit intact. 

Thanks to Taupo Times and reporter Iris Riddell 
for the information and photo. 4

Welcome!
Welcome to the first issue of SKILLS, 
information for the Aviation, Tourism, 
Travel, Museums, Cafés, Bars, Restaurants, 
Accommodation, Food Services, Quick 
Service Restaurants, Clubs, Retail and 
Wholesale sectors of New Zealand’s 
service industry.

SKILLS is produced by ServiceIQ to bring 
you information that you can use in your 
life and business, as well as keep you 
up to date with what’s happening in the 
vibrant sectors we work in. Please let us 
know what you think of SKILLS. 
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It’s in the genes
When three 
industry training 
organisations 
came together at 
the beginning of 
the year it was 
clear that there 
was a great deal 

of opportunity to assist the growing New 
Zealand service sector with its goal to be 
among the best in the world. It was clear 
that there was a lot of work to do to build 
the industry training organisation that 
could carry this large task, especially as 
throughout the focus needed to remain 
on the needs of the 70,000 businesses in 
the industries that we serve. 

Nine months later, the DNA has mixed 
and we’ve not only given birth to a new 
organisation, we’ve also taken many 
steps into the collective bright future that 
is New Zealand’s service sector. 

From a combined gene pool of high 
calibre people, we’ve built a united team 
of expert staff who are committed to 
developing and delivering qualifications, 
creating resources and assessments, 
customer service and business 
support. Our training programmes 
and qualifications provide the skills to 
improve productivity and profitability in 
the businesses we work with. 

ServiceIQ helps produce a workforce 
with nationally recognised qualifications 
that contributes to greater productivity 
and profitability for the service industry, 
and also contributes to a strong national 
economy. 

On an individual level too, service is in 
the genes. We’re all amiable friendly 
people in New Zealand. We have what I 
call the hospitality gene, and I mean that 
in its ‘hospitable’ sense rather than the 
restaurant meaning. The Māori concept 
manaakitanga expresses it well. It’s 
about looking after visitors and caring 
how others are treated, about being 
expressive and fluent in your welcome, 
about mutual respect, and enhancing the 
mana of guests.

Having the gene is just the start. It  
needs to be expressed. Transferring  
that camaraderie and good time spirit 
within us into excellent customer  
service requires smarts and skill.  
That’s where our mission of giving 
businesses access to world class training 
and knowledge comes in. It is these that  
kick the hospitality gene into action,  
helping people perform and your 
business succeed.

Yours skillfully,

Black and Gold  
for Kiwi achievers 
One of the things that reminds us every day of 
our purpose is the colours we chose when the 
new organisation was formed. Black and gold 
with white are strong colours that remind us 
what we do for you and New Zealand.

For most Kiwis, black is the New Zealand colour. 
We have All Blacks, Black Caps, Tall Blacks,  
Black Sox, Diamondblacks, Black Sticks and  
Ice Blacks, as well as black yachts, race cars and 
uniforms in many sports. The national colours of 
Māori are black, white and red. The traditional 
black singlet and gumboots was for decades a 
symbol of our agricultural heritage.

Gold is the colour of success and signifies 
achievement, for the people, businesses and 
organisations we work with. We’re all proud  
when New Zealand wins a gold medal, and it’s 
always good to see golden summer weather, 
golden sunsets and autumn’s gold leaves. 

We’re a Kiwi organisation helping Kiwis to 
succeed. We strive to be the best, to be inclusive 
of all cultures and people, to understand and 
embrace everything that makes New Zealand 
great. We will work hard to be admired, valued 
and stay ahead. 4

Partnership  
principles
As a key contributor to the economy, jobs and 
the Kiwi lifestyle, it’s vital to meet the needs of 
the service sector industries and the businesses 
that make them up. One of the most important 
conduits for ensuring that issues are addressed 
and ideas explored are sector skills and industry 
advisory groups.

Soon after it was formed, ServiceIQ made a 
priority of ensuring that its top people held 
productive meetings with the movers and 
shakers in all of its 11 sectors. A lot was  
achieved and a huge amount of information  
was gleaned during those meetings and in  
follow up work. 

Since then, work has continued developing plans 
and approaches that reflect the input received, 
with continuing dialogue in many areas.

Over the next few months, ServiceIQ will be 
talking again with these groups as we work 
together to ensure a continuing exciting future 
for our country’s service industries. 4
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Great graduate for  
fine fishy business

At the National Aquarium of New Zealand is 
the country’s largest display of aquatic life 
and unique New Zealand wildlife. The Napier 
landmark is also the home of the country’s first 
graduate of Modern Apprenticeship (MA) in 
Museum Practice.

After a two-year journey of learning, Jake 
Brookie is back focusing on the Aquarium’s fishy 
(and wildlife) business.

“This qualification is very important to me. It 
validates the experience I have gathered on the 
job, and gives me a solid foundation from which 
to build my career,” he says.

An integral part of the small team at the 
internationally recognised and highly successful 
institution, Jake’s broad role includes hosting 
visitors, customer service, planning for and 
presenting to schools and other groups. 

The MA in Museum Practice is one of many 
ServiceIQ qualifications covered by the 
government’s Apprentice Re-boot initiative. 
The first 10,000 eligible new apprenticeships, 
for people aged 16 to 22, can have a funding 
contribution of $1,000 to cover course costs 
and $1,000 for employers, to cover training 
additional expenses.

There is more information on the Apprentice  
Re-boot initiative on the ServiceIQ website. 4

The Red Cross is known all over the world as 
the organisation that cares about people. It’s 
been part of our country for over 100 years, 
and has more than 10,000 volunteers,  
90 branches and groups and 480 staff here. 
Last year in New Zealand 13,269 people were 
taken to important medical appointments, 
646,918 meals were delivered and more than 
$110 million raised for emergencies.

Whether delivering a meal in Oamaru or 
providing medical help to a family in Syria, 
the organisation relies on generosity to keep 
on helping people. Funds are raised through 
street appeals, door-to-door, many regular 
contributors, corporate sponsors and partners, 
and the respected first aid training.

Red Cross also raises much needed funds 
through its network of 53 shops. The stores offer 
additional benefits too. They give communities 
a source of affordable quality secondhand 
clothing and homewares, divert textiles and 
other materials from landfills, and also provide 
volunteers with valuable retail experience.

A good example was featured earlier this year 
in Matamata’s community newspaper The 
Chronicle. The local Red Cross store, almost two 
years old, relies on volunteers. One of these, 
Ruth Law, said volunteering at the store had 
given her the confidence to pick up part-time 
paid work at another local store.

All volunteers who work at Red Cross for more 
than three months are put through a retail 
course with ServiceIQ. 4

Parliamentary  
kick off

Minister for Tertiary Education, Skills and Employment, 
Steven Joyce (centre) with ServiceIQ Board Chair,  
Rick Christie (right) and CEO Dean Minchington. 

Six successful months was celebrated at 
Parliament in June with ServiceIQ’s official 
recognition in the corridors of power of the 
nation’s capital. 

Hosted by Minister for Tertiary Education, Skills 
and Employment, Steven Joyce, guests included 
Ministers, senior MPs from government and 
opposition political parties, representatives from 
service sector industry associations, ITOs, and 
ServiceIQ board members and executive staff. 4

All go in the  
Garden City

We’re open for business in new premises in 
Christchurch. The ServiceIQ ground floor office 
at 107 Hereford Street is ideally placed near the 
heart of the city and on the edge of the soon-to-
be revitalised Red Zone. 

ServiceIQ CEO Dean Minchington said he is 
delighted all three main locations now have 
permanent homes. “It’s great for our people to 
be able to settle in and concentrate even more 
on helping the businesses and organisations we 
work with to build skills and knowledge in their 
staff. Christchurch, Canterbury, and indeed the 
whole South Island, is important to all aspects 
of New Zealand’s service industry and especially 
the burgeoning travel and tourism with wine and 
food as much a focus as the spectacular scenery 
and unique adventure.”

If you have a query about qualifications or  
are just passing, you’re welcome to drop in and  
see us in Christchurch. You’re also welcome at  
our Auckland and Wellington offices too,  
or phone anytime. Contact details are at 
ServiceIQ.org.nz 4

Mike West

Mike West, a young RNZAF 
aircraft maintenance 
engineer and a member of 
the Tool Blacks, took out 
a silver medal at his first 

appearance at the WorldSkills International 
in Germany. See the WorldSkills story in this 
issue for more on Mike and the team.

Tamara Johnson

Tamara Johnson of St 
Heliers Bay Café & Bistro 
in Auckland outshone 
competitors in this 
year’s ServiceIQ Modern 

Apprentice Chef of the Year competition, 
winning the gold medal. Beating seven other 
future stars, Tamara excelled across the  
board at menu creation, flavour matching, 
technical skills in preparing and cooking both 
her dishes, and in presentation.

Manurewa High School

The coveted 2013 ServiceIQ Secondary 
Schools Excellence Award trophy is spending 
another year on the shelves at Manurewa 
High School. Awarded each year to the school 
with the greatest number of points in the four 
secondary school classes of the New Zealand 
Culinary Fare, the trophy recognises the high 
level of skill of the competing students as well 
as the expertise of the dedicated teachers 
who train them. Scoring impressive results in 
all four categories, the team members are all 
deserving winners of the ServiceIQ Secondary 
Schools Excellence Award and are living proof 
of the school’s motto “Piki Atu Ki Te Rangi 

– Aim High, Strive for Excellence”.

Te Puia

One of our most 
iconic cultural visitor 
attractions was 
recognised at the 
Rotorua Hospitality 
Awards. Te Puia won 

the ServiceIQ Outstanding Māori Dining 
Experience award for Te Pō, its indigenous 
evening event which is a feast of storytelling, 
entertainment and high quality Māori cuisine. 
Te Puia Chief Executive, Tim Cossar, says, “Our 
people have been welcoming and hosting 
visitors at Te Whakarewarewa Thermal Valley 
for more than 170 years, and this passion and 
knowledge continues today. Te Pō is about 
sharing our culture, cuisine and heritage with 
our manuhiri (visitors) as we seek to open 
their eyes to the interconnectedness of life in 
the Māori world, touch hearts across cultures 
and share knowledge, wisdom and traditions 
that have been handed down through time.” 
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Great skills are a currency 
accepted everywhere, as 
the young Kiwis in our first 
WorldSkills International 
team proved.

ACHIEVEMENT GALLERY

Badge of honour
Recognised qualifications usually require you 
to complete a course of study and, through 
tests or observation, show that you know and 
understand the course material. 

Once qualified, you gain experience on the job, 
learning and up-skilling all the time as your 
knowledge grows. Now, experienced travel 
professionals can have this ‘degree from the 
University of Life’ officially recognised.

Travel consultants with at least five years 

selling experience can now apply to have this 

recognised with the National Certificate in 

Travel (Level 4). To further assure clients and 

customers of their expertise and commitment 

to service, ServiceIQ and the Travel Agents 

Association of New Zealand have created an 

insignia that eligible Certificate holders can use 

as a well-deserved badge of honour. 4

INSIGHTIN
TO

ServiceIQ offers nationally recognised qualifications and workplace training programmes to New Zealand’s 
large and growing service industry. 

Service IQ is the Industry Training Organisation for 11 service sectors. We provide information about industry 
skill demand, define national skill standards and qualifications required by industry, and broker training to 
meet the needs of employees.



Imagine the population of Hong Kong.  
Now double it. That’s how many passengers 
our national airline carries every year: more 
than 13 million. 

To think of it another way, that’s every person 
in the city of Gisborne taking a flight every day 
of the year, all cared for by Air New Zealand’s 
11,000 skilled and competent staff.

The airline is committed to fostering talent and, 
in August, another group of students graduated 
from the Air New Zealand Aviation Institute. 
While many will go on to work at the national 
carrier, students will be employed by a range of 
organisations across the New Zealand aviation 
and tourism industries.

New Zealand’s Tool Blacks perform a high-energy and well-received Haka at 
the WorldSkills Parade of Nations opening ceremony in Leipzig, Germany.

The Lord of the Rings and Hobbit movies 
have been seen by millions, leading tens of 
thousands from all over the world to come to 
New Zealand every year to visit Hobbiton, the 
most famous town in Middle Earth. 

It’s also an attractive place to work, but getting 
a job there isn’t easy. Not because the people 
aren’t nice, and not because you need to be 
under a certain height, or have rather large feet. 

It’s because the people working in Hobbiton 
are very special people indeed. Hobbiton, part 
of beautiful Alexander Farm near Matamata, is 
a prime drawcard for fans of the Peter Jackson 
movies as well as people just wanting a great 
experience. With a café and function centre, bar, 
shop, farm stay and tours, customer service and 
the visitor experience are paramount, so staff are 
the best at what they do.

One of these is head tour guide Teresa Hopson. 
“This is a very special job. We not only get to 
meet people from all over the world and show 
them a unique place, but we get to give them an 
experience. When you talk about the Lord of the 
Rings films and how they were made, while right 
in the very spot of some key scenes, you can feel 
the energy and see people fall in love all over 
again with the stories, the characters and the 
place. The fictional magic seems to rub off and 
become real as tour groups, with people who 
may have never met before, share a common 
experience and excitement.

“There are memories made all the time. Big 
functions are wonderful. When we had a cruise 
ship function everyone was dressed in costume, 
there were fireworks and fun and it really was 
like the movies had come alive. There have been 
a few marriage proposals too, especially at Bag 
End or under the Party Tree. Because things 
here, like the tree, are real it’s more than a movie 
set. It’s a living part of the Tolkien enchantment. 

“The people who work here are fantastic 
too, and that flows through to the guests. 
When everyone’s friendly, helpful, passionate, 
inquisitive and fun the energy grows and the 
team feeds off each other to make the place 
even more special. Combine that with customers 
who share the passion – some even speaking 
Elvish or knowing the most intricate detail –  
and you don’t have to imagine how you can 
finish the day with even more energy than when 
you started.”

The  
Z Factor
People who think working in retail is simply 
a matter of smiling, pointing a customer to 
the right shelf, swiping their credit card and 
putting the purchase in a bag haven’t worked 
in retail for the last few decades. There’s much 
more to it than that, and having qualified staff 
is important to businesses of every size.

One company at both the top of the tree and 
its game is Z Energy. The successful kiwi 
company is convinced of the value of skilled 
and knowledgeable people, and its first staff 
graduates with certificates in retail were 
honoured earlier this year.

More than 500 Z petrol station staff are now 
making both customers and the business happy 
as they put their new knowledge and abilities 
into practice. 

During their study they learned customer 
service techniques, gained product knowledge, 
developed skills for handling customer 
complaints, discovered the principles of stock 
management and gained an insight into displays. 
By the end of the year, Z aims to have 1500 
staff holding the Certificate in Retail – Level 2 
qualification.

The customer focussed project even received 
media coverage, with one of the graduates,  
Z Energy Broadway (Wellington) site leader 
Maurice Meyer, saying the opportunity to do the 
certificate in retail through Z had given him his 
first official qualification. 

“Z’s given me a bit of opportunity. It’s the first in 
my life – I didn’t do too great at school.” 

He said the combination of online training and 
workbook exercises had worked well. “Before 
you know it, you’ve got it.”

The nationally recognised certificate meets 
NZQA unit standards and is applicable in any 
retail situation. The course was developed by 
ServiceIQ, which also assists Z with resources, 
assessment and business support. 

The National Certificates in Retail, Levels 2 to 4, 
are available for businesses of any size. 4

Skills for 
the world
Kiwis have always punched above their weight. 
Think of any field of endeavour and you’ll find 
a New Zealander that’s been in the top few, or 
even the world’s best. Business, sport, science, 
art, medicine, music... the list goes on.

One of our newest global achievers is also one 
of the most unsung. Mike West, a young aircraft 
maintenance engineer and a member of the 
Tool Blacks, took out a silver medal at his first 
appearance at the WorldSkills International in 
Germany. Even more remarkable was that this 
was the first time New Zealand has entered a 
team in the international event, and we had just 
13 of the 1004 competitors from 52 countries.

Mike, a Whenuapai-based leading aircraftman 
with the Royal New Zealand Air Force, combined 
the knowledge he gained from his New Zealand 
qualifications and training with intensive practice 
to beat some highly experienced competition.

New Zealand’s team of 13 Tool Blacks each 
competed in a trade category, including 
apprentice chef William Mordido from SKYCITY 
who competed in the Cooking section. All 
13 focused on performance rather than just 
participation, with each proud to have been 
chosen to represent New Zealand. Long hours of 
training, and fundraising, went into preparation 
for the international competition which paid off 
for them all. New Zealand may have only gained 
one finalist medal from this first foray, but there 
were also four medals of excellence awarded 
because each of the high calibre team members 
gave it their all, showing the world that New 
Zealand training is among the best.

There were more than 200,000 visitors over 
the four days of the competition. To give that 
perspective, the Rugby World Cup attracted 
133,200 visitors to New Zealand, so WorldSkills 
really is a big deal.

WorldSkills is held every two years and is 
considered the Olympics for trade skills, with 
young people between 18 and 22 striving to 
be the best in the world at skills sectors that 
include aircraft maintenance, cooking, floristry, 
bricklaying, restaurant service, joinery, automatic 
technology, autobody repair, hairdressing and 
carpentry.

ServiceIQ supported both Mike West and 
William Mordido to compete in WorldSkills. 4

Movie magic 
moves Hobbiton

Air New Zealand 
fosters industry talent 
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Teresa says she’s met Andy Serkis (who played 
Gollum) and people who have worked behind 
the scenes, as well as the super-knowledgeable 
Ringers (or Ringnuts as some prefer, referencing 
Peter Jackson’s Wingnut Films). “It’s important in 
this job to really care about what you do. There’s 
always something new to learn and pass on to 
customers. You need to always be interested, 
to have conversations and communicate – not 
just deliver a spiel. If you’re friendly and 
approachable, engage people with questions 
and listen to their answers, you’re on the way to 
being a great guide.”

Having always wanted to be in tourism, Teresa 
studied at Waikato Polytechnic and the Sir 
George Seymour National College, gaining an 
Advanced Certificate in Tourism, Advanced 
Diploma in Tourism Operations and Guiding, 
Kiwi Host and KiaOraMai qualifications. “Skills 
and training are important. If you want to get 
into this business, you need good qualifications 
to get a good grounding in the basics as well 
as things you might not immediately think are 
important, like handling difficult situations. My 
advice is, if you want to do this, study, learn and 
try and get some job experience too.

“If you love meeting people you’ll love this 
industry. I’ve made good friends with people 
from all over the world, and with my recognised 
qualifications and experience I can work 
anywhere in the world. But I’m already working 
in the best country on the planet and one of the 
best places in the country, so that’s really beside 
the point!”

Industry training organisation ServiceIQ offers 
a range of nationally recognised qualifications 
for people wanting to join the exciting tourism, 
travel or related service sectors. There are a 
wide range of study options, and these include 
both full time and on-the-job training. 4

How high  
could you fly?
Taking the controls of an aircraft is something 
many people want to try at some point in their 
life, with some wondering what it’d be like to be 
a pilot or co-pilot. Until now the low-cost options 
were limited to a trial flight at the local aero club, 
which gives a feel for the sensation, or getting 
to grips with a flight simulation computer game, 
which really only tests how good you are at 
computer games.

Now those with a fancy for flight can see how 
adept they are with ADAPT. The sophisticated 
online tool is provided by ServiceIQ as a solution 
for flight training schools to meet the pre-test 
requirement for people wanting to achieve the 
New Zealand Diplomas in Aviation (Aeroplane 
and Helicopter) and Massey University School of 
Aviation Bachelor of Aviation degree programme, 
although anyone who wants to see if they have the 
right stuff can give it a go.

Since its launch in October 2011 around 750 
tests have been taken. Feedback has been that 
ADAPT has been a very useful pre-test tool 
and statistics over the next year will be able to 
quantify that as the proportion of ADAPT-tested 
graduating pilots are compared with those 
tested using traditional methods.

ADAPT was demonstrated at the 2013 Aviation 
Industry Association national conference and 
received an excellent response. Taking the 
ADAPT pre-test costs $70+GST, with the results 
calculated and emailed to you within a few 
hours. You can find out more and try ADAPT at 
ServiceIQ.org.nz 4

According to the New Zealand Productivity Commission, service industries 
account for 70% of our nation’s gross domestic product (70% of the market 
value of everything you can buy or sell in New Zealand). That’s almost  
$150 billion a year, or $150,000,000,000 if you prefer the zeros, and it’s  
growing both in value and in proportion. 

What’s  
worth  
27 billion  
dollars?

‘All services’ includes things as diverse as health 
care, science services and property rental, but 
just 11 industries are worth around 20% of the 
total, at more than $27 billion. They also account 
for around 20% of employment, with almost 
363,000 full time equivalent jobs. If you’re 
involved in aviation, tourism, travel, museums, 
cafés, bars, restaurants, accommodation, food 
services, quick service restaurants, clubs, or 
retail and wholesale then a share of that is yours. 

Service makes money

Services are things you can buy or sell but can’t 
carry. Even when you go into a store to buy 
a tangible something, you also – hopefully – 
receive that intangible customer service. In some 
transactions, most of what you get is customer 
service, such as when you visit a museum and 
get great assistance from one of the staff – and 
in this case, that great service may even have 
been free.

Service is also the thing that a customer is most 
likely to complain about. A purchase decision 
about a product is often internalised differently 
to that about a service. Most people who buy 
a physical thing will minimise the negatives 
and maximise the positives, even if they regret 
buying it. It’s a natural coping mechanism. 
However, if that regret can be shifted, which is 
also natural, that’s where ‘service’ gets the blame. 
You might rationalise that the sales person 
recommended the wrong item or misled you.

In cases where the main, or only, purchase is 
service this transference gets even easier to  
do, especially since expectation is involved.  
The room wasn’t as clean as expected, the 
queue at the airport longer, the tour not as 
interesting, the food not as hot, the bartender 
unfriendly, the shop assistant not helpful. 

Air New Zealand Chief Flight Operations and 
Safety Officer Captain David Morgan says the 
airline is playing an important educational role.

“Our industry is undergoing a growth period and 
we want to ensure the New Zealand aviation 
and tourism industries have a sufficient pool 
of well trained people with the right skills and 
attitude. Continuous learning and improvement 
is important and our workplace qualifications 
provide both our staff and others within the 
industry the right training to kick start their 
professional careers,” says Captain Morgan.

The Air New Zealand Aviation Institute offers 
a range of nationally recognised ServiceIQ 
aviation and travel qualifications within its 
Schools of Engineering, Ground Operations, 
Flight, Service and Business Leadership. 4

You choose which new TV model to buy, 
and easily rationalise the purchase. When it 
develops a fault the purchase validity stands, 
and how the repair or return is handled 
becomes the new touch point because the 
purchase (product) and fault (experience) are 
not directly connected. In the case of a pure 
service purchase, such as a hotel room, it has 
to be right from the start because the service 
acts as both product and experience – an 
unclean room is an unclean room.

The plus side is that good service can often be 
easy to give, making customers happy from 
the start. People who are delighted will spend, 
and often spend more. 

Your business can boom

Customers control your business. They choose 
where to spend money and choose what they 
tell other people about the experience, good or 
bad. Price is always important, but value is the 
experience, and that’s where service shines.

Businesses that provide a great experience are 
more likely to succeed, and success means a 
bigger slice of that $27 billion pie. A business 
owner who sees through their customers’ eyes 
will know that the key to winning service is 
good people, properly trained.

The right training programmes and 
qualifications create a workforce that delivers 
service day after day, whether staff are 
customer-facing or the vital people working 
behind the scenes to keep things running 
smoothly. 

It’s well worth browsing ServiceIQ.org.nz to 
see what qualifications could benefit your 
people and your business. 4

Service sectors have strong growth in both  
share of employment and share of the total 

economy. Since the 1990s in many countries, 
including New Zealand, the strongest growth  

of any sector has been in service.



New Zealand is highly regarded for its many museums, galleries and related attractions but 
they still must compete for the attention and tourist dollars of both local and overseas visitors. 
Qualified staff help both the business that employs them and the reputation of New Zealand  
as a destination.

Red Cross people are 
people people

World’s 
coolest 
McDonald’s
McDonald’s in Taupo made international 
headlines this year when named the world’s 
coolest of the company’s 34,000 outlets.

thedailymeal.com said, “Around the world there 
are some pretty innovative examples of how 
creative franchise owners blend into (or stand 
out from) their surroundings, as the brand has 
brought on some of the world’s top architects to 
craft some incredibly creative restaurants. From 
the New Zealand location that incorporates 
a decommissioned airliner to the minimalist 
‘Quarter Pounder’ store in Tokyo.”

The Kiwi contender beat a Georgian mansion in 
New York State and a marble- and mosaic-filled 
delight in Rome. Other restaurants in the top 10 
included a UFO-shaped restaurant in Roswell 
and one in Dallas shaped like a giant Happy Meal, 
complete with a towering burger, drink and fries. 
McDonald’s restaurants in Ireland, South Korea, 
Australia and Japan were also in the Top 10.

Taupo McDonald’s owners Des and Eileen Byrne 
said they are pretty chuffed it finally has official 
‘cool’ status. “We’ve had some really special 
moments over the years, like we had one man 
in his late eighties, Ray Misson, who was the 
last person to ever fly that plane when it was a 
top-dresser. It was quite a job to manoeuvre him 
into the seat but once we had him sitting there, 
it was a dream.”

The plane, a Douglas DC3, was built in 1943 
and was one of three used by South Pacific 
Airlines of New Zealand from 1961 to 1966. In 
1971 it was renamed Whio and used by Fieldair 
Holdings as a top-dressing plane, before being 
decommissioned in 1984.

Mrs Byrne said children as well as their dads 
loved exploring the DC3, which still had its 
cockpit intact. 

Thanks to Taupo Times and reporter Iris Riddell 
for the information and photo. 4

Welcome!
Welcome to the first issue of SKILLS, 
information for the Aviation, Tourism, 
Travel, Museums, Cafés, Bars, Restaurants, 
Accommodation, Food Services, Quick 
Service Restaurants, Clubs, Retail and 
Wholesale sectors of New Zealand’s 
service industry.

SKILLS is produced by ServiceIQ to bring 
you information that you can use in your 
life and business, as well as keep you 
up to date with what’s happening in the 
vibrant sectors we work in. Please let us 
know what you think of SKILLS. 

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

It’s in the genes
When three 
industry training 
organisations 
came together at 
the beginning of 
the year it was 
clear that there 
was a great deal 

of opportunity to assist the growing New 
Zealand service sector with its goal to be 
among the best in the world. It was clear 
that there was a lot of work to do to build 
the industry training organisation that 
could carry this large task, especially as 
throughout the focus needed to remain 
on the needs of the 70,000 businesses in 
the industries that we serve. 

Nine months later, the DNA has mixed 
and we’ve not only given birth to a new 
organisation, we’ve also taken many 
steps into the collective bright future that 
is New Zealand’s service sector. 

From a combined gene pool of high 
calibre people, we’ve built a united team 
of expert staff who are committed to 
developing and delivering qualifications, 
creating resources and assessments, 
customer service and business 
support. Our training programmes 
and qualifications provide the skills to 
improve productivity and profitability in 
the businesses we work with. 

ServiceIQ helps produce a workforce 
with nationally recognised qualifications 
that contributes to greater productivity 
and profitability for the service industry, 
and also contributes to a strong national 
economy. 

On an individual level too, service is in 
the genes. We’re all amiable friendly 
people in New Zealand. We have what I 
call the hospitality gene, and I mean that 
in its ‘hospitable’ sense rather than the 
restaurant meaning. The Māori concept 
manaakitanga expresses it well. It’s 
about looking after visitors and caring 
how others are treated, about being 
expressive and fluent in your welcome, 
about mutual respect, and enhancing the 
mana of guests.

Having the gene is just the start. It  
needs to be expressed. Transferring  
that camaraderie and good time spirit 
within us into excellent customer  
service requires smarts and skill.  
That’s where our mission of giving 
businesses access to world class training 
and knowledge comes in. It is these that  
kick the hospitality gene into action,  
helping people perform and your 
business succeed.

Yours skillfully,

Black and Gold  
for Kiwi achievers 
One of the things that reminds us every day of 
our purpose is the colours we chose when the 
new organisation was formed. Black and gold 
with white are strong colours that remind us 
what we do for you and New Zealand.

For most Kiwis, black is the New Zealand colour. 
We have All Blacks, Black Caps, Tall Blacks,  
Black Sox, Diamondblacks, Black Sticks and  
Ice Blacks, as well as black yachts, race cars and 
uniforms in many sports. The national colours of 
Māori are black, white and red. The traditional 
black singlet and gumboots was for decades a 
symbol of our agricultural heritage.

Gold is the colour of success and signifies 
achievement, for the people, businesses and 
organisations we work with. We’re all proud  
when New Zealand wins a gold medal, and it’s 
always good to see golden summer weather, 
golden sunsets and autumn’s gold leaves. 

We’re a Kiwi organisation helping Kiwis to 
succeed. We strive to be the best, to be inclusive 
of all cultures and people, to understand and 
embrace everything that makes New Zealand 
great. We will work hard to be admired, valued 
and stay ahead. 4

Partnership  
principles
As a key contributor to the economy, jobs and 
the Kiwi lifestyle, it’s vital to meet the needs of 
the service sector industries and the businesses 
that make them up. One of the most important 
conduits for ensuring that issues are addressed 
and ideas explored are sector skills and industry 
advisory groups.

Soon after it was formed, ServiceIQ made a 
priority of ensuring that its top people held 
productive meetings with the movers and 
shakers in all of its 11 sectors. A lot was  
achieved and a huge amount of information  
was gleaned during those meetings and in  
follow up work. 

Since then, work has continued developing plans 
and approaches that reflect the input received, 
with continuing dialogue in many areas.

Over the next few months, ServiceIQ will be 
talking again with these groups as we work 
together to ensure a continuing exciting future 
for our country’s service industries. 4

 Photo: Taupo Times

Great graduate for  
fine fishy business

At the National Aquarium of New Zealand is 
the country’s largest display of aquatic life 
and unique New Zealand wildlife. The Napier 
landmark is also the home of the country’s first 
graduate of Modern Apprenticeship (MA) in 
Museum Practice.

After a two-year journey of learning, Jake 
Brookie is back focusing on the Aquarium’s fishy 
(and wildlife) business.

“This qualification is very important to me. It 
validates the experience I have gathered on the 
job, and gives me a solid foundation from which 
to build my career,” he says.

An integral part of the small team at the 
internationally recognised and highly successful 
institution, Jake’s broad role includes hosting 
visitors, customer service, planning for and 
presenting to schools and other groups. 

The MA in Museum Practice is one of many 
ServiceIQ qualifications covered by the 
government’s Apprentice Re-boot initiative. 
The first 10,000 eligible new apprenticeships, 
for people aged 16 to 22, can have a funding 
contribution of $1,000 to cover course costs 
and $1,000 for employers, to cover training 
additional expenses.

There is more information on the Apprentice  
Re-boot initiative on the ServiceIQ website. 4

The Red Cross is known all over the world as 
the organisation that cares about people. It’s 
been part of our country for over 100 years, 
and has more than 10,000 volunteers,  
90 branches and groups and 480 staff here. 
Last year in New Zealand 13,269 people were 
taken to important medical appointments, 
646,918 meals were delivered and more than 
$110 million raised for emergencies.

Whether delivering a meal in Oamaru or 
providing medical help to a family in Syria, 
the organisation relies on generosity to keep 
on helping people. Funds are raised through 
street appeals, door-to-door, many regular 
contributors, corporate sponsors and partners, 
and the respected first aid training.

Red Cross also raises much needed funds 
through its network of 53 shops. The stores offer 
additional benefits too. They give communities 
a source of affordable quality secondhand 
clothing and homewares, divert textiles and 
other materials from landfills, and also provide 
volunteers with valuable retail experience.

A good example was featured earlier this year 
in Matamata’s community newspaper The 
Chronicle. The local Red Cross store, almost two 
years old, relies on volunteers. One of these, 
Ruth Law, said volunteering at the store had 
given her the confidence to pick up part-time 
paid work at another local store.

All volunteers who work at Red Cross for more 
than three months are put through a retail 
course with ServiceIQ. 4

Parliamentary  
kick off

Minister for Tertiary Education, Skills and Employment, 
Steven Joyce (centre) with ServiceIQ Board Chair,  
Rick Christie (right) and CEO Dean Minchington. 

Six successful months was celebrated at 
Parliament in June with ServiceIQ’s official 
recognition in the corridors of power of the 
nation’s capital. 

Hosted by Minister for Tertiary Education, Skills 
and Employment, Steven Joyce, guests included 
Ministers, senior MPs from government and 
opposition political parties, representatives from 
service sector industry associations, ITOs, and 
ServiceIQ board members and executive staff. 4

All go in the  
Garden City

We’re open for business in new premises in 
Christchurch. The ServiceIQ ground floor office 
at 107 Hereford Street is ideally placed near the 
heart of the city and on the edge of the soon-to-
be revitalised Red Zone. 

ServiceIQ CEO Dean Minchington said he is 
delighted all three main locations now have 
permanent homes. “It’s great for our people to 
be able to settle in and concentrate even more 
on helping the businesses and organisations we 
work with to build skills and knowledge in their 
staff. Christchurch, Canterbury, and indeed the 
whole South Island, is important to all aspects 
of New Zealand’s service industry and especially 
the burgeoning travel and tourism with wine and 
food as much a focus as the spectacular scenery 
and unique adventure.”

If you have a query about qualifications or  
are just passing, you’re welcome to drop in and  
see us in Christchurch. You’re also welcome at  
our Auckland and Wellington offices too,  
or phone anytime. Contact details are at 
ServiceIQ.org.nz 4

Mike West

Mike West, a young RNZAF 
aircraft maintenance 
engineer and a member of 
the Tool Blacks, took out 
a silver medal at his first 

appearance at the WorldSkills International 
in Germany. See the WorldSkills story in this 
issue for more on Mike and the team.

Tamara Johnson

Tamara Johnson of St 
Heliers Bay Café & Bistro 
in Auckland outshone 
competitors in this 
year’s ServiceIQ Modern 

Apprentice Chef of the Year competition, 
winning the gold medal. Beating seven other 
future stars, Tamara excelled across the  
board at menu creation, flavour matching, 
technical skills in preparing and cooking both 
her dishes, and in presentation.

Manurewa High School

The coveted 2013 ServiceIQ Secondary 
Schools Excellence Award trophy is spending 
another year on the shelves at Manurewa 
High School. Awarded each year to the school 
with the greatest number of points in the four 
secondary school classes of the New Zealand 
Culinary Fare, the trophy recognises the high 
level of skill of the competing students as well 
as the expertise of the dedicated teachers 
who train them. Scoring impressive results in 
all four categories, the team members are all 
deserving winners of the ServiceIQ Secondary 
Schools Excellence Award and are living proof 
of the school’s motto “Piki Atu Ki Te Rangi 

– Aim High, Strive for Excellence”.

Te Puia

One of our most 
iconic cultural visitor 
attractions was 
recognised at the 
Rotorua Hospitality 
Awards. Te Puia won 

the ServiceIQ Outstanding Māori Dining 
Experience award for Te Pō, its indigenous 
evening event which is a feast of storytelling, 
entertainment and high quality Māori cuisine. 
Te Puia Chief Executive, Tim Cossar, says, “Our 
people have been welcoming and hosting 
visitors at Te Whakarewarewa Thermal Valley 
for more than 170 years, and this passion and 
knowledge continues today. Te Pō is about 
sharing our culture, cuisine and heritage with 
our manuhiri (visitors) as we seek to open 
their eyes to the interconnectedness of life in 
the Māori world, touch hearts across cultures 
and share knowledge, wisdom and traditions 
that have been handed down through time.” 
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Great skills are a currency 
accepted everywhere, as 
the young Kiwis in our first 
WorldSkills International 
team proved.

ACHIEVEMENT GALLERY

Badge of honour
Recognised qualifications usually require you 
to complete a course of study and, through 
tests or observation, show that you know and 
understand the course material. 

Once qualified, you gain experience on the job, 
learning and up-skilling all the time as your 
knowledge grows. Now, experienced travel 
professionals can have this ‘degree from the 
University of Life’ officially recognised.

Travel consultants with at least five years 

selling experience can now apply to have this 

recognised with the National Certificate in 

Travel (Level 4). To further assure clients and 

customers of their expertise and commitment 

to service, ServiceIQ and the Travel Agents 

Association of New Zealand have created an 

insignia that eligible Certificate holders can use 

as a well-deserved badge of honour. 4

INSIGHTIN
TO

ServiceIQ offers nationally recognised qualifications and workplace training programmes to New Zealand’s 
large and growing service industry. 

Service IQ is the Industry Training Organisation for 11 service sectors. We provide information about industry 
skill demand, define national skill standards and qualifications required by industry, and broker training to 
meet the needs of employees.



Imagine the population of Hong Kong.  
Now double it. That’s how many passengers 
our national airline carries every year: more 
than 13 million. 

To think of it another way, that’s every person 
in the city of Gisborne taking a flight every day 
of the year, all cared for by Air New Zealand’s 
11,000 skilled and competent staff.

The airline is committed to fostering talent and, 
in August, another group of students graduated 
from the Air New Zealand Aviation Institute. 
While many will go on to work at the national 
carrier, students will be employed by a range of 
organisations across the New Zealand aviation 
and tourism industries.

New Zealand’s Tool Blacks perform a high-energy and well-received Haka at 
the WorldSkills Parade of Nations opening ceremony in Leipzig, Germany.

The Lord of the Rings and Hobbit movies 
have been seen by millions, leading tens of 
thousands from all over the world to come to 
New Zealand every year to visit Hobbiton, the 
most famous town in Middle Earth. 

It’s also an attractive place to work, but getting 
a job there isn’t easy. Not because the people 
aren’t nice, and not because you need to be 
under a certain height, or have rather large feet. 

It’s because the people working in Hobbiton 
are very special people indeed. Hobbiton, part 
of beautiful Alexander Farm near Matamata, is 
a prime drawcard for fans of the Peter Jackson 
movies as well as people just wanting a great 
experience. With a café and function centre, bar, 
shop, farm stay and tours, customer service and 
the visitor experience are paramount, so staff are 
the best at what they do.

One of these is head tour guide Teresa Hopson. 
“This is a very special job. We not only get to 
meet people from all over the world and show 
them a unique place, but we get to give them an 
experience. When you talk about the Lord of the 
Rings films and how they were made, while right 
in the very spot of some key scenes, you can feel 
the energy and see people fall in love all over 
again with the stories, the characters and the 
place. The fictional magic seems to rub off and 
become real as tour groups, with people who 
may have never met before, share a common 
experience and excitement.

“There are memories made all the time. Big 
functions are wonderful. When we had a cruise 
ship function everyone was dressed in costume, 
there were fireworks and fun and it really was 
like the movies had come alive. There have been 
a few marriage proposals too, especially at Bag 
End or under the Party Tree. Because things 
here, like the tree, are real it’s more than a movie 
set. It’s a living part of the Tolkien enchantment. 

“The people who work here are fantastic 
too, and that flows through to the guests. 
When everyone’s friendly, helpful, passionate, 
inquisitive and fun the energy grows and the 
team feeds off each other to make the place 
even more special. Combine that with customers 
who share the passion – some even speaking 
Elvish or knowing the most intricate detail –  
and you don’t have to imagine how you can 
finish the day with even more energy than when 
you started.”

The  
Z Factor
People who think working in retail is simply 
a matter of smiling, pointing a customer to 
the right shelf, swiping their credit card and 
putting the purchase in a bag haven’t worked 
in retail for the last few decades. There’s much 
more to it than that, and having qualified staff 
is important to businesses of every size.

One company at both the top of the tree and 
its game is Z Energy. The successful kiwi 
company is convinced of the value of skilled 
and knowledgeable people, and its first staff 
graduates with certificates in retail were 
honoured earlier this year.

More than 500 Z petrol station staff are now 
making both customers and the business happy 
as they put their new knowledge and abilities 
into practice. 

During their study they learned customer 
service techniques, gained product knowledge, 
developed skills for handling customer 
complaints, discovered the principles of stock 
management and gained an insight into displays. 
By the end of the year, Z aims to have 1500 
staff holding the Certificate in Retail – Level 2 
qualification.

The customer focussed project even received 
media coverage, with one of the graduates,  
Z Energy Broadway (Wellington) site leader 
Maurice Meyer, saying the opportunity to do the 
certificate in retail through Z had given him his 
first official qualification. 

“Z’s given me a bit of opportunity. It’s the first in 
my life – I didn’t do too great at school.” 

He said the combination of online training and 
workbook exercises had worked well. “Before 
you know it, you’ve got it.”

The nationally recognised certificate meets 
NZQA unit standards and is applicable in any 
retail situation. The course was developed by 
ServiceIQ, which also assists Z with resources, 
assessment and business support. 

The National Certificates in Retail, Levels 2 to 4, 
are available for businesses of any size. 4

Skills for 
the world
Kiwis have always punched above their weight. 
Think of any field of endeavour and you’ll find 
a New Zealander that’s been in the top few, or 
even the world’s best. Business, sport, science, 
art, medicine, music... the list goes on.

One of our newest global achievers is also one 
of the most unsung. Mike West, a young aircraft 
maintenance engineer and a member of the 
Tool Blacks, took out a silver medal at his first 
appearance at the WorldSkills International in 
Germany. Even more remarkable was that this 
was the first time New Zealand has entered a 
team in the international event, and we had just 
13 of the 1004 competitors from 52 countries.

Mike, a Whenuapai-based leading aircraftman 
with the Royal New Zealand Air Force, combined 
the knowledge he gained from his New Zealand 
qualifications and training with intensive practice 
to beat some highly experienced competition.

New Zealand’s team of 13 Tool Blacks each 
competed in a trade category, including 
apprentice chef William Mordido from SKYCITY 
who competed in the Cooking section. All 
13 focused on performance rather than just 
participation, with each proud to have been 
chosen to represent New Zealand. Long hours of 
training, and fundraising, went into preparation 
for the international competition which paid off 
for them all. New Zealand may have only gained 
one finalist medal from this first foray, but there 
were also four medals of excellence awarded 
because each of the high calibre team members 
gave it their all, showing the world that New 
Zealand training is among the best.

There were more than 200,000 visitors over 
the four days of the competition. To give that 
perspective, the Rugby World Cup attracted 
133,200 visitors to New Zealand, so WorldSkills 
really is a big deal.

WorldSkills is held every two years and is 
considered the Olympics for trade skills, with 
young people between 18 and 22 striving to 
be the best in the world at skills sectors that 
include aircraft maintenance, cooking, floristry, 
bricklaying, restaurant service, joinery, automatic 
technology, autobody repair, hairdressing and 
carpentry.

ServiceIQ supported both Mike West and 
William Mordido to compete in WorldSkills. 4

Movie magic 
moves Hobbiton

Air New Zealand 
fosters industry talent 
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Teresa says she’s met Andy Serkis (who played 
Gollum) and people who have worked behind 
the scenes, as well as the super-knowledgeable 
Ringers (or Ringnuts as some prefer, referencing 
Peter Jackson’s Wingnut Films). “It’s important in 
this job to really care about what you do. There’s 
always something new to learn and pass on to 
customers. You need to always be interested, 
to have conversations and communicate – not 
just deliver a spiel. If you’re friendly and 
approachable, engage people with questions 
and listen to their answers, you’re on the way to 
being a great guide.”

Having always wanted to be in tourism, Teresa 
studied at Waikato Polytechnic and the Sir 
George Seymour National College, gaining an 
Advanced Certificate in Tourism, Advanced 
Diploma in Tourism Operations and Guiding, 
Kiwi Host and KiaOraMai qualifications. “Skills 
and training are important. If you want to get 
into this business, you need good qualifications 
to get a good grounding in the basics as well 
as things you might not immediately think are 
important, like handling difficult situations. My 
advice is, if you want to do this, study, learn and 
try and get some job experience too.

“If you love meeting people you’ll love this 
industry. I’ve made good friends with people 
from all over the world, and with my recognised 
qualifications and experience I can work 
anywhere in the world. But I’m already working 
in the best country on the planet and one of the 
best places in the country, so that’s really beside 
the point!”

Industry training organisation ServiceIQ offers 
a range of nationally recognised qualifications 
for people wanting to join the exciting tourism, 
travel or related service sectors. There are a 
wide range of study options, and these include 
both full time and on-the-job training. 4

How high  
could you fly?
Taking the controls of an aircraft is something 
many people want to try at some point in their 
life, with some wondering what it’d be like to be 
a pilot or co-pilot. Until now the low-cost options 
were limited to a trial flight at the local aero club, 
which gives a feel for the sensation, or getting 
to grips with a flight simulation computer game, 
which really only tests how good you are at 
computer games.

Now those with a fancy for flight can see how 
adept they are with ADAPT. The sophisticated 
online tool is provided by ServiceIQ as a solution 
for flight training schools to meet the pre-test 
requirement for people wanting to achieve the 
New Zealand Diplomas in Aviation (Aeroplane 
and Helicopter) and Massey University School of 
Aviation Bachelor of Aviation degree programme, 
although anyone who wants to see if they have the 
right stuff can give it a go.

Since its launch in October 2011 around 750 
tests have been taken. Feedback has been that 
ADAPT has been a very useful pre-test tool 
and statistics over the next year will be able to 
quantify that as the proportion of ADAPT-tested 
graduating pilots are compared with those 
tested using traditional methods.

ADAPT was demonstrated at the 2013 Aviation 
Industry Association national conference and 
received an excellent response. Taking the 
ADAPT pre-test costs $70+GST, with the results 
calculated and emailed to you within a few 
hours. You can find out more and try ADAPT at 
ServiceIQ.org.nz 4

According to the New Zealand Productivity Commission, service industries 
account for 70% of our nation’s gross domestic product (70% of the market 
value of everything you can buy or sell in New Zealand). That’s almost  
$150 billion a year, or $150,000,000,000 if you prefer the zeros, and it’s  
growing both in value and in proportion. 

What’s  
worth  
27 billion  
dollars?

‘All services’ includes things as diverse as health 
care, science services and property rental, but 
just 11 industries are worth around 20% of the 
total, at more than $27 billion. They also account 
for around 20% of employment, with almost 
363,000 full time equivalent jobs. If you’re 
involved in aviation, tourism, travel, museums, 
cafés, bars, restaurants, accommodation, food 
services, quick service restaurants, clubs, or 
retail and wholesale then a share of that is yours. 

Service makes money

Services are things you can buy or sell but can’t 
carry. Even when you go into a store to buy 
a tangible something, you also – hopefully – 
receive that intangible customer service. In some 
transactions, most of what you get is customer 
service, such as when you visit a museum and 
get great assistance from one of the staff – and 
in this case, that great service may even have 
been free.

Service is also the thing that a customer is most 
likely to complain about. A purchase decision 
about a product is often internalised differently 
to that about a service. Most people who buy 
a physical thing will minimise the negatives 
and maximise the positives, even if they regret 
buying it. It’s a natural coping mechanism. 
However, if that regret can be shifted, which is 
also natural, that’s where ‘service’ gets the blame. 
You might rationalise that the sales person 
recommended the wrong item or misled you.

In cases where the main, or only, purchase is 
service this transference gets even easier to  
do, especially since expectation is involved.  
The room wasn’t as clean as expected, the 
queue at the airport longer, the tour not as 
interesting, the food not as hot, the bartender 
unfriendly, the shop assistant not helpful. 

Air New Zealand Chief Flight Operations and 
Safety Officer Captain David Morgan says the 
airline is playing an important educational role.

“Our industry is undergoing a growth period and 
we want to ensure the New Zealand aviation 
and tourism industries have a sufficient pool 
of well trained people with the right skills and 
attitude. Continuous learning and improvement 
is important and our workplace qualifications 
provide both our staff and others within the 
industry the right training to kick start their 
professional careers,” says Captain Morgan.

The Air New Zealand Aviation Institute offers 
a range of nationally recognised ServiceIQ 
aviation and travel qualifications within its 
Schools of Engineering, Ground Operations, 
Flight, Service and Business Leadership. 4

You choose which new TV model to buy, 
and easily rationalise the purchase. When it 
develops a fault the purchase validity stands, 
and how the repair or return is handled 
becomes the new touch point because the 
purchase (product) and fault (experience) are 
not directly connected. In the case of a pure 
service purchase, such as a hotel room, it has 
to be right from the start because the service 
acts as both product and experience – an 
unclean room is an unclean room.

The plus side is that good service can often be 
easy to give, making customers happy from 
the start. People who are delighted will spend, 
and often spend more. 

Your business can boom

Customers control your business. They choose 
where to spend money and choose what they 
tell other people about the experience, good or 
bad. Price is always important, but value is the 
experience, and that’s where service shines.

Businesses that provide a great experience are 
more likely to succeed, and success means a 
bigger slice of that $27 billion pie. A business 
owner who sees through their customers’ eyes 
will know that the key to winning service is 
good people, properly trained.

The right training programmes and 
qualifications create a workforce that delivers 
service day after day, whether staff are 
customer-facing or the vital people working 
behind the scenes to keep things running 
smoothly. 

It’s well worth browsing ServiceIQ.org.nz to 
see what qualifications could benefit your 
people and your business. 4

Service sectors have strong growth in both  
share of employment and share of the total 

economy. Since the 1990s in many countries, 
including New Zealand, the strongest growth  

of any sector has been in service.
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our national airline carries every year: more 
than 13 million. 

To think of it another way, that’s every person 
in the city of Gisborne taking a flight every day 
of the year, all cared for by Air New Zealand’s 
11,000 skilled and competent staff.

The airline is committed to fostering talent and, 
in August, another group of students graduated 
from the Air New Zealand Aviation Institute. 
While many will go on to work at the national 
carrier, students will be employed by a range of 
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The Lord of the Rings and Hobbit movies 
have been seen by millions, leading tens of 
thousands from all over the world to come to 
New Zealand every year to visit Hobbiton, the 
most famous town in Middle Earth. 

It’s also an attractive place to work, but getting 
a job there isn’t easy. Not because the people 
aren’t nice, and not because you need to be 
under a certain height, or have rather large feet. 

It’s because the people working in Hobbiton 
are very special people indeed. Hobbiton, part 
of beautiful Alexander Farm near Matamata, is 
a prime drawcard for fans of the Peter Jackson 
movies as well as people just wanting a great 
experience. With a café and function centre, bar, 
shop, farm stay and tours, customer service and 
the visitor experience are paramount, so staff are 
the best at what they do.

One of these is head tour guide Teresa Hopson. 
“This is a very special job. We not only get to 
meet people from all over the world and show 
them a unique place, but we get to give them an 
experience. When you talk about the Lord of the 
Rings films and how they were made, while right 
in the very spot of some key scenes, you can feel 
the energy and see people fall in love all over 
again with the stories, the characters and the 
place. The fictional magic seems to rub off and 
become real as tour groups, with people who 
may have never met before, share a common 
experience and excitement.

“There are memories made all the time. Big 
functions are wonderful. When we had a cruise 
ship function everyone was dressed in costume, 
there were fireworks and fun and it really was 
like the movies had come alive. There have been 
a few marriage proposals too, especially at Bag 
End or under the Party Tree. Because things 
here, like the tree, are real it’s more than a movie 
set. It’s a living part of the Tolkien enchantment. 

“The people who work here are fantastic 
too, and that flows through to the guests. 
When everyone’s friendly, helpful, passionate, 
inquisitive and fun the energy grows and the 
team feeds off each other to make the place 
even more special. Combine that with customers 
who share the passion – some even speaking 
Elvish or knowing the most intricate detail –  
and you don’t have to imagine how you can 
finish the day with even more energy than when 
you started.”

The  
Z Factor
People who think working in retail is simply 
a matter of smiling, pointing a customer to 
the right shelf, swiping their credit card and 
putting the purchase in a bag haven’t worked 
in retail for the last few decades. There’s much 
more to it than that, and having qualified staff 
is important to businesses of every size.

One company at both the top of the tree and 
its game is Z Energy. The successful kiwi 
company is convinced of the value of skilled 
and knowledgeable people, and its first staff 
graduates with certificates in retail were 
honoured earlier this year.

More than 500 Z petrol station staff are now 
making both customers and the business happy 
as they put their new knowledge and abilities 
into practice. 

During their study they learned customer 
service techniques, gained product knowledge, 
developed skills for handling customer 
complaints, discovered the principles of stock 
management and gained an insight into displays. 
By the end of the year, Z aims to have 1500 
staff holding the Certificate in Retail – Level 2 
qualification.

The customer focussed project even received 
media coverage, with one of the graduates,  
Z Energy Broadway (Wellington) site leader 
Maurice Meyer, saying the opportunity to do the 
certificate in retail through Z had given him his 
first official qualification. 

“Z’s given me a bit of opportunity. It’s the first in 
my life – I didn’t do too great at school.” 

He said the combination of online training and 
workbook exercises had worked well. “Before 
you know it, you’ve got it.”

The nationally recognised certificate meets 
NZQA unit standards and is applicable in any 
retail situation. The course was developed by 
ServiceIQ, which also assists Z with resources, 
assessment and business support. 

The National Certificates in Retail, Levels 2 to 4, 
are available for businesses of any size. 4

Skills for 
the world
Kiwis have always punched above their weight. 
Think of any field of endeavour and you’ll find 
a New Zealander that’s been in the top few, or 
even the world’s best. Business, sport, science, 
art, medicine, music... the list goes on.

One of our newest global achievers is also one 
of the most unsung. Mike West, a young aircraft 
maintenance engineer and a member of the 
Tool Blacks, took out a silver medal at his first 
appearance at the WorldSkills International in 
Germany. Even more remarkable was that this 
was the first time New Zealand has entered a 
team in the international event, and we had just 
13 of the 1004 competitors from 52 countries.

Mike, a Whenuapai-based leading aircraftman 
with the Royal New Zealand Air Force, combined 
the knowledge he gained from his New Zealand 
qualifications and training with intensive practice 
to beat some highly experienced competition.

New Zealand’s team of 13 Tool Blacks each 
competed in a trade category, including 
apprentice chef William Mordido from SKYCITY 
who competed in the Cooking section. All 
13 focused on performance rather than just 
participation, with each proud to have been 
chosen to represent New Zealand. Long hours of 
training, and fundraising, went into preparation 
for the international competition which paid off 
for them all. New Zealand may have only gained 
one finalist medal from this first foray, but there 
were also four medals of excellence awarded 
because each of the high calibre team members 
gave it their all, showing the world that New 
Zealand training is among the best.

There were more than 200,000 visitors over 
the four days of the competition. To give that 
perspective, the Rugby World Cup attracted 
133,200 visitors to New Zealand, so WorldSkills 
really is a big deal.

WorldSkills is held every two years and is 
considered the Olympics for trade skills, with 
young people between 18 and 22 striving to 
be the best in the world at skills sectors that 
include aircraft maintenance, cooking, floristry, 
bricklaying, restaurant service, joinery, automatic 
technology, autobody repair, hairdressing and 
carpentry.

ServiceIQ supported both Mike West and 
William Mordido to compete in WorldSkills. 4

Movie magic 
moves Hobbiton

Air New Zealand 
fosters industry talent 

Photo: J.S. McFall

Teresa says she’s met Andy Serkis (who played 
Gollum) and people who have worked behind 
the scenes, as well as the super-knowledgeable 
Ringers (or Ringnuts as some prefer, referencing 
Peter Jackson’s Wingnut Films). “It’s important in 
this job to really care about what you do. There’s 
always something new to learn and pass on to 
customers. You need to always be interested, 
to have conversations and communicate – not 
just deliver a spiel. If you’re friendly and 
approachable, engage people with questions 
and listen to their answers, you’re on the way to 
being a great guide.”

Having always wanted to be in tourism, Teresa 
studied at Waikato Polytechnic and the Sir 
George Seymour National College, gaining an 
Advanced Certificate in Tourism, Advanced 
Diploma in Tourism Operations and Guiding, 
Kiwi Host and KiaOraMai qualifications. “Skills 
and training are important. If you want to get 
into this business, you need good qualifications 
to get a good grounding in the basics as well 
as things you might not immediately think are 
important, like handling difficult situations. My 
advice is, if you want to do this, study, learn and 
try and get some job experience too.

“If you love meeting people you’ll love this 
industry. I’ve made good friends with people 
from all over the world, and with my recognised 
qualifications and experience I can work 
anywhere in the world. But I’m already working 
in the best country on the planet and one of the 
best places in the country, so that’s really beside 
the point!”

Industry training organisation ServiceIQ offers 
a range of nationally recognised qualifications 
for people wanting to join the exciting tourism, 
travel or related service sectors. There are a 
wide range of study options, and these include 
both full time and on-the-job training. 4

How high  
could you fly?
Taking the controls of an aircraft is something 
many people want to try at some point in their 
life, with some wondering what it’d be like to be 
a pilot or co-pilot. Until now the low-cost options 
were limited to a trial flight at the local aero club, 
which gives a feel for the sensation, or getting 
to grips with a flight simulation computer game, 
which really only tests how good you are at 
computer games.

Now those with a fancy for flight can see how 
adept they are with ADAPT. The sophisticated 
online tool is provided by ServiceIQ as a solution 
for flight training schools to meet the pre-test 
requirement for people wanting to achieve the 
New Zealand Diplomas in Aviation (Aeroplane 
and Helicopter) and Massey University School of 
Aviation Bachelor of Aviation degree programme, 
although anyone who wants to see if they have the 
right stuff can give it a go.

Since its launch in October 2011 around 750 
tests have been taken. Feedback has been that 
ADAPT has been a very useful pre-test tool 
and statistics over the next year will be able to 
quantify that as the proportion of ADAPT-tested 
graduating pilots are compared with those 
tested using traditional methods.

ADAPT was demonstrated at the 2013 Aviation 
Industry Association national conference and 
received an excellent response. Taking the 
ADAPT pre-test costs $70+GST, with the results 
calculated and emailed to you within a few 
hours. You can find out more and try ADAPT at 
ServiceIQ.org.nz 4

According to the New Zealand Productivity Commission, service industries 
account for 70% of our nation’s gross domestic product (70% of the market 
value of everything you can buy or sell in New Zealand). That’s almost  
$150 billion a year, or $150,000,000,000 if you prefer the zeros, and it’s  
growing both in value and in proportion. 

What’s  
worth  
27 billion  
dollars?

‘All services’ includes things as diverse as health 
care, science services and property rental, but 
just 11 industries are worth around 20% of the 
total, at more than $27 billion. They also account 
for around 20% of employment, with almost 
363,000 full time equivalent jobs. If you’re 
involved in aviation, tourism, travel, museums, 
cafés, bars, restaurants, accommodation, food 
services, quick service restaurants, clubs, or 
retail and wholesale then a share of that is yours. 

Service makes money

Services are things you can buy or sell but can’t 
carry. Even when you go into a store to buy 
a tangible something, you also – hopefully – 
receive that intangible customer service. In some 
transactions, most of what you get is customer 
service, such as when you visit a museum and 
get great assistance from one of the staff – and 
in this case, that great service may even have 
been free.

Service is also the thing that a customer is most 
likely to complain about. A purchase decision 
about a product is often internalised differently 
to that about a service. Most people who buy 
a physical thing will minimise the negatives 
and maximise the positives, even if they regret 
buying it. It’s a natural coping mechanism. 
However, if that regret can be shifted, which is 
also natural, that’s where ‘service’ gets the blame. 
You might rationalise that the sales person 
recommended the wrong item or misled you.

In cases where the main, or only, purchase is 
service this transference gets even easier to  
do, especially since expectation is involved.  
The room wasn’t as clean as expected, the 
queue at the airport longer, the tour not as 
interesting, the food not as hot, the bartender 
unfriendly, the shop assistant not helpful. 

Air New Zealand Chief Flight Operations and 
Safety Officer Captain David Morgan says the 
airline is playing an important educational role.

“Our industry is undergoing a growth period and 
we want to ensure the New Zealand aviation 
and tourism industries have a sufficient pool 
of well trained people with the right skills and 
attitude. Continuous learning and improvement 
is important and our workplace qualifications 
provide both our staff and others within the 
industry the right training to kick start their 
professional careers,” says Captain Morgan.

The Air New Zealand Aviation Institute offers 
a range of nationally recognised ServiceIQ 
aviation and travel qualifications within its 
Schools of Engineering, Ground Operations, 
Flight, Service and Business Leadership. 4

You choose which new TV model to buy, 
and easily rationalise the purchase. When it 
develops a fault the purchase validity stands, 
and how the repair or return is handled 
becomes the new touch point because the 
purchase (product) and fault (experience) are 
not directly connected. In the case of a pure 
service purchase, such as a hotel room, it has 
to be right from the start because the service 
acts as both product and experience – an 
unclean room is an unclean room.

The plus side is that good service can often be 
easy to give, making customers happy from 
the start. People who are delighted will spend, 
and often spend more. 

Your business can boom

Customers control your business. They choose 
where to spend money and choose what they 
tell other people about the experience, good or 
bad. Price is always important, but value is the 
experience, and that’s where service shines.

Businesses that provide a great experience are 
more likely to succeed, and success means a 
bigger slice of that $27 billion pie. A business 
owner who sees through their customers’ eyes 
will know that the key to winning service is 
good people, properly trained.

The right training programmes and 
qualifications create a workforce that delivers 
service day after day, whether staff are 
customer-facing or the vital people working 
behind the scenes to keep things running 
smoothly. 

It’s well worth browsing ServiceIQ.org.nz to 
see what qualifications could benefit your 
people and your business. 4

Service sectors have strong growth in both  
share of employment and share of the total 

economy. Since the 1990s in many countries, 
including New Zealand, the strongest growth  

of any sector has been in service.



New Zealand is highly regarded for its many museums, galleries and related attractions but 
they still must compete for the attention and tourist dollars of both local and overseas visitors. 
Qualified staff help both the business that employs them and the reputation of New Zealand  
as a destination.

Red Cross people are 
people people

World’s 
coolest 
McDonald’s
McDonald’s in Taupo made international 
headlines this year when named the world’s 
coolest of the company’s 34,000 outlets.

thedailymeal.com said, “Around the world there 
are some pretty innovative examples of how 
creative franchise owners blend into (or stand 
out from) their surroundings, as the brand has 
brought on some of the world’s top architects to 
craft some incredibly creative restaurants. From 
the New Zealand location that incorporates 
a decommissioned airliner to the minimalist 
‘Quarter Pounder’ store in Tokyo.”

The Kiwi contender beat a Georgian mansion in 
New York State and a marble- and mosaic-filled 
delight in Rome. Other restaurants in the top 10 
included a UFO-shaped restaurant in Roswell 
and one in Dallas shaped like a giant Happy Meal, 
complete with a towering burger, drink and fries. 
McDonald’s restaurants in Ireland, South Korea, 
Australia and Japan were also in the Top 10.

Taupo McDonald’s owners Des and Eileen Byrne 
said they are pretty chuffed it finally has official 
‘cool’ status. “We’ve had some really special 
moments over the years, like we had one man 
in his late eighties, Ray Misson, who was the 
last person to ever fly that plane when it was a 
top-dresser. It was quite a job to manoeuvre him 
into the seat but once we had him sitting there, 
it was a dream.”

The plane, a Douglas DC3, was built in 1943 
and was one of three used by South Pacific 
Airlines of New Zealand from 1961 to 1966. In 
1971 it was renamed Whio and used by Fieldair 
Holdings as a top-dressing plane, before being 
decommissioned in 1984.

Mrs Byrne said children as well as their dads 
loved exploring the DC3, which still had its 
cockpit intact. 

Thanks to Taupo Times and reporter Iris Riddell 
for the information and photo. 4

Welcome!
Welcome to the first issue of SKILLS, 
information for the Aviation, Tourism, 
Travel, Museums, Cafés, Bars, Restaurants, 
Accommodation, Food Services, Quick 
Service Restaurants, Clubs, Retail and 
Wholesale sectors of New Zealand’s 
service industry.

SKILLS is produced by ServiceIQ to bring 
you information that you can use in your 
life and business, as well as keep you 
up to date with what’s happening in the 
vibrant sectors we work in. Please let us 
know what you think of SKILLS. 

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

It’s in the genes
When three 
industry training 
organisations 
came together at 
the beginning of 
the year it was 
clear that there 
was a great deal 

of opportunity to assist the growing New 
Zealand service sector with its goal to be 
among the best in the world. It was clear 
that there was a lot of work to do to build 
the industry training organisation that 
could carry this large task, especially as 
throughout the focus needed to remain 
on the needs of the 70,000 businesses in 
the industries that we serve. 

Nine months later, the DNA has mixed 
and we’ve not only given birth to a new 
organisation, we’ve also taken many 
steps into the collective bright future that 
is New Zealand’s service sector. 

From a combined gene pool of high 
calibre people, we’ve built a united team 
of expert staff who are committed to 
developing and delivering qualifications, 
creating resources and assessments, 
customer service and business 
support. Our training programmes 
and qualifications provide the skills to 
improve productivity and profitability in 
the businesses we work with. 

ServiceIQ helps produce a workforce 
with nationally recognised qualifications 
that contributes to greater productivity 
and profitability for the service industry, 
and also contributes to a strong national 
economy. 

On an individual level too, service is in 
the genes. We’re all amiable friendly 
people in New Zealand. We have what I 
call the hospitality gene, and I mean that 
in its ‘hospitable’ sense rather than the 
restaurant meaning. The Māori concept 
manaakitanga expresses it well. It’s 
about looking after visitors and caring 
how others are treated, about being 
expressive and fluent in your welcome, 
about mutual respect, and enhancing the 
mana of guests.

Having the gene is just the start. It  
needs to be expressed. Transferring  
that camaraderie and good time spirit 
within us into excellent customer  
service requires smarts and skill.  
That’s where our mission of giving 
businesses access to world class training 
and knowledge comes in. It is these that  
kick the hospitality gene into action,  
helping people perform and your 
business succeed.

Yours skillfully,

Black and Gold  
for Kiwi achievers 
One of the things that reminds us every day of 
our purpose is the colours we chose when the 
new organisation was formed. Black and gold 
with white are strong colours that remind us 
what we do for you and New Zealand.

For most Kiwis, black is the New Zealand colour. 
We have All Blacks, Black Caps, Tall Blacks,  
Black Sox, Diamondblacks, Black Sticks and  
Ice Blacks, as well as black yachts, race cars and 
uniforms in many sports. The national colours of 
Māori are black, white and red. The traditional 
black singlet and gumboots was for decades a 
symbol of our agricultural heritage.

Gold is the colour of success and signifies 
achievement, for the people, businesses and 
organisations we work with. We’re all proud  
when New Zealand wins a gold medal, and it’s 
always good to see golden summer weather, 
golden sunsets and autumn’s gold leaves. 

We’re a Kiwi organisation helping Kiwis to 
succeed. We strive to be the best, to be inclusive 
of all cultures and people, to understand and 
embrace everything that makes New Zealand 
great. We will work hard to be admired, valued 
and stay ahead. 4

Partnership  
principles
As a key contributor to the economy, jobs and 
the Kiwi lifestyle, it’s vital to meet the needs of 
the service sector industries and the businesses 
that make them up. One of the most important 
conduits for ensuring that issues are addressed 
and ideas explored are sector skills and industry 
advisory groups.

Soon after it was formed, ServiceIQ made a 
priority of ensuring that its top people held 
productive meetings with the movers and 
shakers in all of its 11 sectors. A lot was  
achieved and a huge amount of information  
was gleaned during those meetings and in  
follow up work. 

Since then, work has continued developing plans 
and approaches that reflect the input received, 
with continuing dialogue in many areas.

Over the next few months, ServiceIQ will be 
talking again with these groups as we work 
together to ensure a continuing exciting future 
for our country’s service industries. 4
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Great graduate for  
fine fishy business

At the National Aquarium of New Zealand is 
the country’s largest display of aquatic life 
and unique New Zealand wildlife. The Napier 
landmark is also the home of the country’s first 
graduate of Modern Apprenticeship (MA) in 
Museum Practice.

After a two-year journey of learning, Jake 
Brookie is back focusing on the Aquarium’s fishy 
(and wildlife) business.

“This qualification is very important to me. It 
validates the experience I have gathered on the 
job, and gives me a solid foundation from which 
to build my career,” he says.

An integral part of the small team at the 
internationally recognised and highly successful 
institution, Jake’s broad role includes hosting 
visitors, customer service, planning for and 
presenting to schools and other groups. 

The MA in Museum Practice is one of many 
ServiceIQ qualifications covered by the 
government’s Apprentice Re-boot initiative. 
The first 10,000 eligible new apprenticeships, 
for people aged 16 to 22, can have a funding 
contribution of $1,000 to cover course costs 
and $1,000 for employers, to cover training 
additional expenses.

There is more information on the Apprentice  
Re-boot initiative on the ServiceIQ website. 4

The Red Cross is known all over the world as 
the organisation that cares about people. It’s 
been part of our country for over 100 years, 
and has more than 10,000 volunteers,  
90 branches and groups and 480 staff here. 
Last year in New Zealand 13,269 people were 
taken to important medical appointments, 
646,918 meals were delivered and more than 
$110 million raised for emergencies.

Whether delivering a meal in Oamaru or 
providing medical help to a family in Syria, 
the organisation relies on generosity to keep 
on helping people. Funds are raised through 
street appeals, door-to-door, many regular 
contributors, corporate sponsors and partners, 
and the respected first aid training.

Red Cross also raises much needed funds 
through its network of 53 shops. The stores offer 
additional benefits too. They give communities 
a source of affordable quality secondhand 
clothing and homewares, divert textiles and 
other materials from landfills, and also provide 
volunteers with valuable retail experience.

A good example was featured earlier this year 
in Matamata’s community newspaper The 
Chronicle. The local Red Cross store, almost two 
years old, relies on volunteers. One of these, 
Ruth Law, said volunteering at the store had 
given her the confidence to pick up part-time 
paid work at another local store.

All volunteers who work at Red Cross for more 
than three months are put through a retail 
course with ServiceIQ. 4

Parliamentary  
kick off

Minister for Tertiary Education, Skills and Employment, 
Steven Joyce (centre) with ServiceIQ Board Chair,  
Rick Christie (right) and CEO Dean Minchington. 

Six successful months was celebrated at 
Parliament in June with ServiceIQ’s official 
recognition in the corridors of power of the 
nation’s capital. 

Hosted by Minister for Tertiary Education, Skills 
and Employment, Steven Joyce, guests included 
Ministers, senior MPs from government and 
opposition political parties, representatives from 
service sector industry associations, ITOs, and 
ServiceIQ board members and executive staff. 4

All go in the  
Garden City

We’re open for business in new premises in 
Christchurch. The ServiceIQ ground floor office 
at 107 Hereford Street is ideally placed near the 
heart of the city and on the edge of the soon-to-
be revitalised Red Zone. 

ServiceIQ CEO Dean Minchington said he is 
delighted all three main locations now have 
permanent homes. “It’s great for our people to 
be able to settle in and concentrate even more 
on helping the businesses and organisations we 
work with to build skills and knowledge in their 
staff. Christchurch, Canterbury, and indeed the 
whole South Island, is important to all aspects 
of New Zealand’s service industry and especially 
the burgeoning travel and tourism with wine and 
food as much a focus as the spectacular scenery 
and unique adventure.”

If you have a query about qualifications or  
are just passing, you’re welcome to drop in and  
see us in Christchurch. You’re also welcome at  
our Auckland and Wellington offices too,  
or phone anytime. Contact details are at 
ServiceIQ.org.nz 4

Mike West

Mike West, a young RNZAF 
aircraft maintenance 
engineer and a member of 
the Tool Blacks, took out 
a silver medal at his first 

appearance at the WorldSkills International 
in Germany. See the WorldSkills story in this 
issue for more on Mike and the team.

Tamara Johnson

Tamara Johnson of St 
Heliers Bay Café & Bistro 
in Auckland outshone 
competitors in this 
year’s ServiceIQ Modern 

Apprentice Chef of the Year competition, 
winning the gold medal. Beating seven other 
future stars, Tamara excelled across the  
board at menu creation, flavour matching, 
technical skills in preparing and cooking both 
her dishes, and in presentation.

Manurewa High School

The coveted 2013 ServiceIQ Secondary 
Schools Excellence Award trophy is spending 
another year on the shelves at Manurewa 
High School. Awarded each year to the school 
with the greatest number of points in the four 
secondary school classes of the New Zealand 
Culinary Fare, the trophy recognises the high 
level of skill of the competing students as well 
as the expertise of the dedicated teachers 
who train them. Scoring impressive results in 
all four categories, the team members are all 
deserving winners of the ServiceIQ Secondary 
Schools Excellence Award and are living proof 
of the school’s motto “Piki Atu Ki Te Rangi 

– Aim High, Strive for Excellence”.

Te Puia

One of our most 
iconic cultural visitor 
attractions was 
recognised at the 
Rotorua Hospitality 
Awards. Te Puia won 

the ServiceIQ Outstanding Māori Dining 
Experience award for Te Pō, its indigenous 
evening event which is a feast of storytelling, 
entertainment and high quality Māori cuisine. 
Te Puia Chief Executive, Tim Cossar, says, “Our 
people have been welcoming and hosting 
visitors at Te Whakarewarewa Thermal Valley 
for more than 170 years, and this passion and 
knowledge continues today. Te Pō is about 
sharing our culture, cuisine and heritage with 
our manuhiri (visitors) as we seek to open 
their eyes to the interconnectedness of life in 
the Māori world, touch hearts across cultures 
and share knowledge, wisdom and traditions 
that have been handed down through time.” 
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Great skills are a currency 
accepted everywhere, as 
the young Kiwis in our first 
WorldSkills International 
team proved.

ACHIEVEMENT GALLERY

Badge of honour
Recognised qualifications usually require you 
to complete a course of study and, through 
tests or observation, show that you know and 
understand the course material. 

Once qualified, you gain experience on the job, 
learning and up-skilling all the time as your 
knowledge grows. Now, experienced travel 
professionals can have this ‘degree from the 
University of Life’ officially recognised.

Travel consultants with at least five years 

selling experience can now apply to have this 

recognised with the National Certificate in 

Travel (Level 4). To further assure clients and 

customers of their expertise and commitment 

to service, ServiceIQ and the Travel Agents 

Association of New Zealand have created an 

insignia that eligible Certificate holders can use 

as a well-deserved badge of honour. 4

INSIGHTIN
TO

ServiceIQ offers nationally recognised qualifications and workplace training programmes to New Zealand’s 
large and growing service industry. 

Service IQ is the Industry Training Organisation for 11 service sectors. We provide information about industry 
skill demand, define national skill standards and qualifications required by industry, and broker training to 
meet the needs of employees.


