























































































































































































































The top six issues by issues owner show the breadth of issues across Insurers and EQC.
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ENZ Referrals by Issue Owner
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Peer reviews continue to be the most common type of referral with 159 of the 345 total submitted
requesting this service.

GCCRS have now begun sending homeowners who accessed the ENZ services a short survey to
complete following the receipt of the ENZ report. GCCRS will look to include this survey information
in future reports.

The average time taken to assign an engineer from the date on which GCCRS provides a full
submission is currently 17.59 working days down from the previous report of 19.20 working days.
The average time taken from the date of assignment to provision of the report is 38.91 working days
up from the previous report of 36.32 working days.

GCCRS has expressed concern to ENZ on the average time taken to receive reports but note that the
delay seems to stem from the ENZ review process not the engineer providing their reports. GCCRS is
working with ENZ to monitor this over the coming months.

Current Open Cases
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Social Work Report:
Social Work Report; Being Active.

One of the key themes we have focused on recently for being well is being active. This is different for
all the people that we support.

Daily bodily movement increases endorphins and being outside in the sunshine increase serotonin.
This is essential to being balanced. A trend with the people we support is isolating within their own
bubble. The person then struggles to maintain important outside connections. Supporting people to
create habits such as physically leaving their house to do something other than food shopping, work,
or meetings to do with the claim is important. We have noticed that when people develop movement
or are out in nature helps them find positive things to focus on and to breathe.

We promote building routines around being active and having the support of other people as essential
components. This could be people they know, or it could be connecting into a group for that routine.

Story:

A woman that we support often asks to be taken to the beach during our sessions. She finds this helps
her breathe better. It alleviates her stress and allows her to focus on what is important to keep her
well throughout this process. During this walk along the beach, she talks about how this enables her
to feel centred and to feel her stress ‘wash away.’ This small amount of time during her week really
helps her focus on her wellbeing.

A person we support joined ‘Meet ups’ a locally connecting forum. This space is for people to connect
and share similar interests. The person we support joined a local tramping group and went on her
first ever day walk in North Canterbury. This improved her mental wellbeing, reduced her isolation,
and allowed her to connect with others who pushed her outside her comfort zone. This person is
looking forward to the next meet up next month.
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Appendix B: SRES Project - Dodds Case

The Dodds v Southern Response decision:

1. In the Dodds decision, the Court of Appeal upheld the High Court’s earlier finding that Southern
Response had engaged in misleading and deceptive conduct and had misrepresented the Dodds’
insurance claim entitlements.

2. The case concerned Southern Response’s practice of preparing two DRA’S (detailed repair/rebuild
assessments) when determining the cost of rebuilding homeowners’ homes. The first, abridged DRA,
was the copy provided to homeowners. This showed a lower rebuild cost to rebuild on a different site,
compared to the second, unabridged DRA, which provided for a number of additional costs that would
be incurred if the house was rebuilt on the existing site. The unabridged DRA was not provided to
homeowners as they were thought to be confusing.

3. The High Court and Court of Appeal held that Southern Response, by only providing the Dodds the
abridged DRA, had misrepresented the total rebuild cost of their house. The Dodds were awarded
damages calculated at the difference between the abridged DRA and their full claim entitlement, plus
interest.

The Ross v Southern Response class action:

4. Separate to the Dodds decision, a class action has been brought by the Rosses for homeowners in
a position materially the same as the Dodds (“the class action”).

5. The policy of Southern Response to not provide homeowners with the unabridged DRA began
around May 2011. Previous to this, both DRA’s were provided to homeowners. Southern Response
reversed its position following the Supreme Court decision in Avonside Holdings v Southern Response,
and backdated this approach to 1 October 2014 (being the date of the earlier Court of Appeal
judgment in Avonside Holdings).

6. However, Southern Response did not backdate this approach to homeowners who had settled
before 1 October 2014 - including the Dodds and the Rosses

7. It has been estimated that more than 3,000 homeowners settled with Southern Response based on
their abridged DRA.
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6.0 KEY:
GCCRS
CEIT
ENZ
RAS
HO
EQC
SRES
IDRS
MBIE
MOJ
HOAG
LAG
DOA
RTM

FT

MUB

Greater Christchurch Claims Resolution Service
Canterbury Earthquake Insurance Tribunal
Engineering New Zealand

Residential Advisory Service

Home Owner

Earthquake Commission

Southern Response

Internal Dispute Resolution Service

Ministry of Business Innovation and Employment
Ministry of Justice

Home Owner Advisory Group

Legal Advisory Group

Deed of Assighment

Round Table Meeting

Finalisation Triage

Initial Assessment

Multi Unit Building
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Engineering New Zealand down from 48 cases last period to 21 cases this period. Also notable is the
decrease of the number of cases in “Preparing for Closure” from 28 to 19 this period.

To look into this data further it is necessary to break the data down into its constituent parts:

3rd Party Gathering Information
-Case Numbers
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There has been another consistent drop in the number of cases sitting with EQC in the category
“Gathering Information” (down from 219 cases to 202 cases). This is even more significant when
acknowledging that from January 2021 (293 cases) to August 2021 (202) cases there has been a
decrease of 31%.

To understand the impact of these case numbers, we also need to look at the time cases are taking
in this category. The decrease in the number of EQC case numbers in this category is not reflected in
a decrease in the time the cases are staying in the category with the average for EQC increasing from
118 days in May 2021 to 130 days in August 2021 (see below). It is important to note of course that
this is likely impacted by the COVID-19 lockdown with all site visits cancelled over the period and all
staff working from home.

This trend is also reflected in the number of cases sitting with Private Insurers, Community Law and
SRES, all have shown an increase in time taken for the period.

Gathering Information by Entity and days
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Below is the same data broken down by EQC as “Not On Sold” and “On Sold”. It is evident that the
EQC increase in number of days is consistent across both BAU and the On Sold Programme. Again as
above this is likely due to the impact of the COVID-19 lockdowns.

Gathering Information EQC
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The other critical category monitored by GCCRS is “Review and Preparation”.

Review & Prep
-Case Numbers
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It is very encouraging to see a significant decrease in the number of cases sitting with GCCRS Case
Managers down from 136 cases in May 2021 to 117 cases in August 2021. When looking at the data
since GCCRS began focussing on this in March 2021 we see a 50.2% drop in cases.

Again, the most important factor is the time taken in each category (see below). Consistent with the
“Gathering Information” above it is noted that the COVID-19 lockdown has likely had a major
impact. The number of days a report was being reviewed by EQC in May 2021 was at 109 days
which is down significantly in August 2021 to 65 days. Perhaps unsurprising is the slight increase in
time taken by GCCRS as many staff were moved into other essential services (see later in this
report).
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Social Work Report:

A key focus recently for the Being Well Service is the complexity of needs for the people new to the
service.

The team are noticing that many recent homeowners referred have complex issues affecting all areas
of their wellbeing in some way. Their needs are more time intensive and cover many facets of their
life.

As a team, we have focused on creating a solid plan for each, so they are able to receive consistent
and safe services from both GCCRS and Pathways. We have also focused on how to support others in
the team, inclusive of the GCCRS case managers. Another element which has developed is the benefits
of a multi-agency approach, and we have often taken the lead in a collaborative approach where
strong co-ordination and communication is vital for supporting the people, we work with to progress
in having their needs met. This has allowed the team to build networks within the community and
create robust relationships with other agencies.

Story:

One of the homeowners we support has an extensive mental health journey. They bring life
experiences rich with connections to services. When EQC asked GCCRS to be involved, GCCRS ensured
Pathways were brought in as part of the process. Pathways ensured that there is a solid plan for this
homeowner so that all agencies that are currently involved, and those that will be involved in the
future, are able ensure consistent practices and approaches. This has allowed for a successful start to
the support journey.

Recently a GCCRS case manager, with the support of Pathways, was able to organise via social media
for two of our homeowners to have some support from their local community with grocery shopping,
food vouchers and home baking. It was heart-warming to see the community wrap around the two
homeowners with much needed support in their lives.
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The monthly case development has now fallen for 12 of the last 13 months with only June 2021
showing an increase with a net 11 new cases. The overall trend however is nhow very strong from the
peak of 1,155 open cases in October 2020 to the new case load of 810 down 30% for that timeframe
(see chart below). This is the lowest open case load since July 2019. What is perhaps most pleasing
from the data for the period is that for both October and November 2021 GCCRS closed 32% and
40% respectively more cases than were opened. It is also worth noting that the lower than expected
new cases in August 2021 as a result of the Covid-19 lockdown does not appear to have resulted in
any significant increase in case numbers for September to November 2021.

Created GCCRS/RAS Cases and Closed GCCRS/RAS Cases by Month
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There have now been 8,214 contacts with the service with an overall increase of 5.4% across all
contact methods. The website/email continues to show the greatest growth in contacts up 6.8%
over the period compared to the 4.9% increase in calls. There has been no change to the numbers
at the walk in counter due to it being closed as a result of the Covid-19 lockdown and ongoing MBIE
and Building control protocols. It is hoped to get the walk in counter re-opened in December 2021.
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Outcomes

Of the 217 cases closed during this period, 94 cases were categorised as “Agreement Reached Cash
Settlement” (43% of all claims slightly down from 44% last period), 24 cases were
“Information/Support Provided” (11% of all cases for the period). It is worth noting the significant
increase in cases closing in “EQC On Sold Programme” up 23% for the period and now making up 9%
of all closed claims. It is anticipated that this will increase steadily as On Sold Programme cases now
flow through the repair process.
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The data is clearer when comparing year on year incoming case nhumbers as below. When looking at
the calendar years 2019, 2020 and 2021 we see the average number of new cases into the service
per month dropping from 99 in 2019 to 94 in 2020 and 56 in 2021. Furthermore the average
number of new cases in the first half of 2021 was 66.17/month compared to the average for the last
5 months of 51.2/month.

This reinforces our assessment that, subject to no major changes, claim numbers are reducing and
likely to complete the bulk of close outs during the 2022 calender year.

Registrations Coparison by Month and Year
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Time In Service

The following data looks at the time cases have been in the GCCRS service and is presented as the
median number of days a case has been with GCCRS. Care needs to be taken with the Vero and
Tower numbers due to the small number of cases but the data does show a fairly consistent median
number of days across the different periods. It is worth noting that even though EQC has the largest
number of cases in the service, the time they are spending in GCCRS is not inconsistent with other
Insurers and continues its downward trend since March 2021.
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The number of cases going through an Engineering New Zealand process has reduced again, down to
15 cases in November 2021 from 48 in May 2021 and its peak of 71 in September 2019. This is likely
due to a change in process at EQC where they now look to undertake further investigative works
before a Peer Review or Initial Assessment is engaged. For example, EQC may now agree to engage
a Critter Cam to investigate pile damage whereas in previous reporting periods GCCRS would have
been required to undertake a Peer Review or Initial Assessment who would likely suggest a Critter
Cam be completed. Anecdotally we are noting that these extra investigative works often result in
EQC accepting further damage without the need for the Peer Review or Initial Assessment. EQC
have also developed new policy where they are now more likely to accept an Engineering report
provided by the homeowner without needing to engage their own engineering. GCCRS is supportive
of these positive initiatives by EQC as they significant reduce the likelihood of disputes between
engineers and are more reflective of the Insurance process.

As with the last reporting period it can be noted the ongoing and significant decrease in the number
of cases in the “Review and Preparation” category down from 182 last period to 137 this period and
down from the peak of 285 in Mar 2021 (down 36.1%). There is also a large reduction in the number
of cases in “3" Party Gathering Information”, down from 498 in the previous period to 314.

These two reductions are in part due to the re-categorisation of claims in the On Sold Programme
into their own specific Case Progress categories. This has been undertaken to provide more visibility
of cases in the programme (see below). It is important to note that this is only for those cases that
are registered with the programme, On Sold cases that did not qualify or missed the required
registration dates remain in the main body of GCCRS data. As reported in previous months GCCRS
continues to advise homeowners in this category to wait the outcome of the EQC review.

At the end of November 2021 GCCRS has 199 cases registered in the On Sold Programme and
strangely also 199 cases that are On Sold but not in the programme. Of these cases not in the
programme 151 are currently under cap with 48 over cap.

On Sold Programme
-Case Numbers
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As can be noted above a significant number of the On Sold cases with GCCRS that are with the
programme remain under cap with 59 of the 199 cases still “Determining cap status”. GCCRS will
work with the EQC BAU team over the coming months to better understand why such a large
number of cases are still awaiting cap status.

By far the bulk of cases remain in the scoping and engineering stage (43.7%) where the homeowner
is working through with their Engineer and Builder as to the damage and repair works. It is
encouraging to see very low numbers in the “Approval Process” (4.5%) or “SFA Process” (2.0%). This
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data supports our previous anecdotal evidence that the speed of resolution sits with the
homeowner not EQC. Interestingly GCCRS is supporting 13 homeowners through the construction
phase. This will be a focus for GCCRS over the coming months although it is likely that a small
proportion will always require more in-depth support through construction.

To look into the Case Progress data further it is necessary to break the data down into its constituent
parts (noting the impact of the re-categorization of the On Sold Programme data):

3rd Party Gathering Information
-Case Numbers
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To understand the impact of these case numbers, we also need to look at the time cases are taking
in this category. The decrease in the number of EQC case numbers in this category is also reflected
in a decrease in the time the cases are staying in the category with the average for EQC decreasing
from 130 days in August 2021 to 105 days in November 2021 (see below).

The number of days data for SRES (see below) is somewhat misleading as the number of cases have
dropped from 6 in August 2021 to only 2 in November 2021. The number of days these two cases
have been with GCCRS has significantly affected the data below.

Gathering Information by Entity and days

250
214
200
150 11&18 13934 24
10901301 98 10
3 4
100 9P 90° 20
61
45
50
0 =
Nov-20 Jan-21 Mar-21 May-21 Aug-21 Nov-21

WMEQC MWSRES M Private Insurer Homeowner M Community Law M Builder W Other Expert

Below is the same data broken down by EQC as “Not On Sold” and “On Sold”. It is evident that the
EQC decrease in number of days is consistent with the On Sold Programme but not EQC BAU. Cases
with the EQC BAU team where EQC is “Gathering Information” have increased from 113 days in
August 2021 to 128 days in November 2021.
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"| started the process in a very bad mental state as | had lost total faith in EQC. | basically broke on
the 10th anniversary of the Feb Earthquake and believe the wrap around service of using Pathways
combined with professional assistance through GCCRS made an exceptional difference.

All parties involved were professional and showed empathy to my situation and took the time to
make sure | felt right about the process which was crucial to enable me to move forward.

The GCCRS team have not only helped me get a resolution regarding the earthquake, they have been
instrumental in restoring my faith in the system and more importantly assisted me with my mental
health.

This should not be underestimated as | didn't even realize how much the stress had affected my
mental health and the effect it was having on my family, friends and work. | honestly believe | was on
the verge of a massive melt down that possibly would have cost me my partner, and job as a
minimum.

| cannot thank the team enough as they have given me my life back in so many ways and | will be
eternally grateful to all of those involved.

If I had one comment | don't want forgotten it would be "please ensure the wrap around service
currently provided by GCRRS is retained and also acknowledgement of all involved as they got it spot
on...professional, respectful and well balanced....I cannot speak highly enough of them all."

How the public hears about us

GCCRS tracks how people come into our service so that we can understand both the marketing and
perhaps more importantly the performance of our service. “Word of Mouth” referrals into GCCRS
remain strong at 66% of homeowners but down from the recent peak of 68% in August 2020.
Referrals from other sources remained steady during the period

How the public hears about GCCRS
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2. IDRS Update

As at the end of November 2021 the GCCRS has one case booked for facilitation with dates
confirmed, and five cases for facilitation that GCCRS are actively working on to confirm dates and
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We have noted a decrease in the demand for the ENZ services over the past few months. We
suspect this is due to EQC or the private insurer being more open to alternative ways of resolution

e.g homeowners engaging an engineer with EQC meeting the costs.

The average time taken to assign an engineer from the date on which GCCRS provides a full
submission is currently 18.72 working days up from the previous report of 21.30 working days. The
average time taken from the date of assignment to provision of the report is 38.41 working days up
from the previous report of 39.22 working days.

Current Open Cases

m Submitted awaiting engineer assignment

B Engineer assigned and waiting report

The above graph shows that of the 6 open cases submitted to ENZ, all have been assigned to
engineers and we are either awaiting site visits to take place or reports to be completed.

4, Wellbeing Update
Pathways Report Update, see attached Appendix A.

In addition to the Pathways programme for homeowner’s, GCCRS continues to run its staff wellbeing
support package. This service has now been renewed through to June 2022 and continues to
provide one on one, group and targeted support sessions.

The GCCRS Change workshop has now been delivered to all staff who wanted to participate. This
course focussed on life after GCCRS and managing the changing environment of the workplace. Staff
have continued to engage in the future training service with many staff now engaged in external 3™
party training programmes ranging from mediation training through to a US based course on Climate
Change.
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d. Health and Safety

There were no Health and Safety issues during the period. All staff continue to use the MBIE “Get
Home Safe” application and iAuditor to manage the critical risks associated with working in the field.

e. COVID-19

Following the COVID-19 lockdown all Case Manager GCCRS staff are now back off secondment and
on GCCRS work. One staff member remains involved in supporting the Business Travel
documentation process. The Walk In service remains closed under Alert Level 2 although this is
being reviewed under the new traffic light system. As per MBIE policy GCCRS has been running a
split office shift system with only 50% of all staff in the office at any time. This split shift will cease
under the Orange light system with all staff back in the office from Monday the 13" of December.

f. Westport

The Residential Advisory Service continues to provide support to the flooding event in Westport.
This involves several GCCRS staff working to support RAS, including travel to Westport to view
damage and meet with homeowners. As at the 29" of November 2021 RAS has registered 96 cases
in Westport and has closed 29 cases. This is a significant proportion of the total claims for the event
estimated to be around 300 houses affected. RAS work has been focussed on supporting
homeowners with their scoping issues, working with Insurers to gain clarity and accuracy of damage.
Build contracts have been presented to many homeowners without independent legal advice that at
this stage cannot be delivered by Community Law. RAS has raised concerns with the insurers
concerned as the build contracts appear to provide significant coverage to the insurance contract, in
one case indemnifying the insurer and the loss adjustor even from negligence. Most properties have
now completed the strip out and drying process and are awaiting builders for the repair. Initial
discussions that Westport would be a managed repair process have not come to fruition as all
insurers dealt with to date require the homeowner to take all responsibility for the build process and
contracting. It is often very unclear as to the role and responsibility of the Loss Adjustor in these
claims.

Some homeowners remain unrealistic as to timeframes to repair their properties often resulting in
cash settlements being paid.
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Social Work Report; Resilience.

Walking alongside tangata whai ora to develop and maintain resilience will assist the
implementation of coping strategies, if/when they experience significant stressors in the future.

GCCRS acknowledge and note, whai ora that we support have experienced significant stress
with post-earthquake repairs, different whanau situations and/or the uncertainty of the current
COVID-19 pandemic.

As a team, we have observed a significant improvement with the strategies our tangata whai ora
have utilized and implemented in their lives. This relates to the most recent Covid-19 alert level
changes (3 & 4), in comparison to the alert level changes in 2020 (3 & 4). The above has been
achieved by the work our whai ora have done in conjunction with the support offered to them from
the team and their personal/community support system whom continue to walk through their
journey with them.

Alert level 2 brings it's own set of challenges at times as fear and anxiety re-emerge from different
settings. This can be re-triggering for therefore, reitatating and revising coping strategies is
paramount for tangata whai ora to continue to thrive.

Story:

A couple we support, have had a series of unfortunate events which has led to a very complex
situation. They have shown resilience by asking for help, open to be adaptable and have engaged
well in the process. Although this situation may last awhile, they now have more tools to be able to
cope, a network of both professionals and their community to support them.

A person that we support has a history of trauma around men. At the point where the GCCRS team
entered she was unable to have contact with any male professionals. She has now had support to
access counselling services. She has worked through this and has coping strategies which allow her
to be actively involved in her claim.
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The monthly case development has now fallen for 15 of the last 16 months. The overall downward
trend is now clear from the peak of 1,155 open cases in October 2020 to the new case load of 730,
down 37% for that timeframe (see chart below). It is worth noting the 50 new cases created in
February 2022 was higher than expected putting the monthly new cases back above the long run
trend line, but equally the monthly cases closed rate for February 2022 of 88 is also above the long
run trend line.

Created GCCRS/RAS Cases and Closed GCCRS/RAS Cases by
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There have now been 8,506 contacts with the service with an overall increase of 3.6% across all
contact methods. Perhaps unsurprisingly the increase from number of contacts with the service
from the walk in counter is very low at 0.43% for the period compared to Calls at 3.2% and
website/email at 4.4%. Covid-19 continues to play a significant role in people’s willingness to access
the GCCRS office although the front counter remains open with the on-call Case Manager available
anytime the office is open.

Ways of Contacting GCCRS
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Outcomes

Of the 192 cases closed during this period, 67 cases were categorised as “Agreement Reached Cash
Settlement” (35% of all cases settled for the period, slightly down from 43% last period), 36 cases
were “Information/Support Provided” (18.8% of all cases settled for the period). Again, there are a
significant number of cases closing in “EQC On Sold Programme”, 8.9% for the period. Itis
anticipated that this will stay as a significant number as On Sold Programme cases now flow through
the repair process.

Of note during this period is the increase in the number of cases closing in the “Other” category (up
13% for the period). When breaking this data down it suggests that GCCRS is seeing an increase in
the number of cases into the service that have challenging outcomes for the homeowner. Across
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This reinforces our assessment that, subject to no major changes, claim numbers are reducing and
likely to complete the bulk of settlements during the 2022 calender year.

Registrations Comparison by Month and Year
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Time In Service

The following data looks at the time cases have been in the GCCRS service and is presented as the
median number of days a case has been with GCCRS. Care needs to be taken with the Vero and
Tower numbers due to the small number of cases but the data does show a fairly consistent median
number of days across the different periods. It is worth noting that even though EQC continues to
have the largest number of cases in the service, the time they are spending in GCCRS is not
inconsistent with other Insurers. The slight increase in the time complex cases are spending in the
service needs to be monitored as there has now been a consistent increase over the past three
periods.

Median Time in Service by Issue Owner Median Time in Service by Issue Owner
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Case Progress Analysis

Case progress data looks at the number of cases at each progress point in GCCRS. This data
continues to provide insight into the barriers that may exist in the settlement programme. These
graphs represent the number of cases in each category.
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On Sold Programme
- Case Numbers
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As can be noted above, a significant number of the On Sold Programme cases with GCCRS remain
under cap with 24 of the 121 cases still “Determining Cap Status”. GCCRS will work with the EQC
BAU team over the coming months to better understand why such a large number of cases are still
awaiting cap status.

By far the bulk of cases remain in the scoping and engineering stage (56.2%) where the homeowner
is working through with their Engineer and Builder as to the damage and repair works.

To analyse the Case Progress data further it is necessary to break the data down into its constituent

parts in the below graphs.

3rd Party Gathering Information
- Case Numbers
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To understand the impact of these case numbers, we also need to look at the time cases are taking
in this category. The increase in the number of EQC case numbers in this category is not reflected in
a significant increase in the time the cases are staying in the category with the average for EQC
increasing from 105 days in November 2021 to only 110 days in February 2022 (see below). This will
stay a focus of GCCRS and EQC over the coming period.

As discussed last period the number of days data for SRES (see below) is somewhat misleading due
to the very small number of cases in this category (4 cases in February 2022) although the reduction
is encouraging. Perhaps the most significant aspect of this data is the reduction in the number of
days for Community Law to zero, an excellent result given this has been a focus for them over the
past 6 to 9 months.
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It is again very encouraging to see a significant decrease in the number of cases sitting with GCCRS
Case Managers down from 83 cases in November 2021 to 77 cases in February 2022. The number of
cases sitting with GCCRS Case Managers is now down 68.4% from its peak in September 2020 when
244 cases were sitting with GCCRS Case Managers.

Again, the most important factor is the time taken by each entity (see below). This graph again
reflects the excellent work of Community Law bringing their number of days down from 129 days in
November 2021 to just 43 days for February 2022. This follows a focus by Community Law on its
older cases and reflects an enormous amount of work completed. On the other hand, of concern is
the increase in the number of days cases are sitting with their Case Manager from 94 days in
November 2021 to 106 this period. This is despite the number of cases in this category declining
(see above). Whilst this is only a small increase and likely a result of the Christmas break, it will
remain a focus for GCCRS in the coming months.

Review and Prep. by Entity and Days
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Property Issues

The February 2022 period showed a small increase in the proportion of people presenting with
“Foundation” issues along with “Scope of Work”.

Top 6 Issues
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The breakdown of these issues by Insurer has not been included in this report due to the low
number of cases in these categories although the EQC concerns remain static with “Foundations”
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Homeowner Feedback
A sample of the feedback from homeowner’s during December 2021 to February 2022 included:

“I have been incredibly frustrated over the last 11 years trying to resolve claim. My case manager
dealt with my claims and did an amazing job. Without greater recovery | would still be fighting for a
resolution.”

“My case manager was a super hero - so professional, concerned, helpful and a great communicator.
This service must be retained for the 1000+ people who, like us, have struggled to receive a fair
outcome for 11 years.”

“My case manager has been very respectful, patient and understanding of my situation, without his
help | would have not dealt with the process on my own. | feel my case manager went over and
above his duties to help me resolve what has been a long and stressful journey. My case manager is a
credit to your organisation and deserves a special mention for the way he has helped me.”

“We were so impressed by the case manager from GCCRS. My case manager kept us well informed,
but did it in a way that was not overwhelming. My case manager was very considerate to keep the
process as stress-free as possible and therefore kept my wellbeing positive. Informing us with
significant updates, but not bothering us with the complex jargon. | have some health challenges and
knowing that GCCRS were advocating and keeping an eye out on our claim was comforting. We now
have contractors on site and with a great approved repair strategy for all parties, the house will
hopefully remain for many more years to come.”

“l found the service very useful. Our case manager was excellent and certainly helped us with the
process. | have already recommended his services to two other people in a similar situation to us.
Thanks.”

“Extremely empathetic assistance who absolutely went the extra mile in a case that was hugely a
long shot. Very appreciative of all efforts made.”

How the public hears about us

GCCRS tracks how people come into our service so that we can understand both the marketing and
perhaps more importantly the performance of our service. “Word of Mouth” referrals into GCCRS
remain strong at 70% of homeowners which is an increase from the previous period in November
2021 of 66%. Perhaps most pleasing is the significant increase in the number of referrals from EQC
up from 8% in November 2021 to 17% for February 2022. This is the second highest month since
May 2020 when 18% of all referrals came from EQC and well above the long run average of 7.75%
since September 2019.
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remained reasonably static with an average of 43.8 new cases per month when previuos forecasts
had shown a reduction by May 2022 to around 30 per month.

The data is clearer when comparing year on year incoming case nhumbers as below. When looking at
the calendar years 2019, 2020 and 2021 we see the average number of new cases into the service
per month dropping from 99 in 2019 to 94 in 2020 and 57 in 2021.

Registrations Comparison by Month and Year
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Time In Service

The following data looks at the time cases have been in the GCCRS service and is presented as the
median number of days a case has been with GCCRS. Care needs to be taken with the Vero and
Tower numbers due to the small number of cases but the data does show a fairly consistent median
number of days across the different periods. It is worth noting that even though EQC continues to
have the largest number of cases in the service, the time they are spending in GCCRS is not
inconsistent with other Insurers, increasing slightly over the period. The slight increase in the time
complex cases are spending in the service needs to continue to be monitored as there has now been
a consistent increase over the past three periods.
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its increase to 353 in Feb 2022 now back down to 326 in May 2022. Again, for context, this was at a
peak of 571 in January 2021. This focus is clearly required on an ongoing basis.

At the end of February 2022 GCCRS has 116 cases registered in the Treasury On Sold Programme
down from 121 in the previous period.

Treasury On-Sold Programme
- Case Numbers
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GCCRS has now reorganised the categorisation of claims in the Treasury On Sold Programme to
better identify the status of a claim. The previous category of “Determining Cap Status” has now
been absorbed into “Approval Process”. This area shows a clear reduction from an overall number
of 68 in November 2021 now down to 13 for May 2022. This reduction can be seen to flow into the
increase in “Scoping and Engineering” as homeowners how work through the technical aspects of
their claims.

To analyse the Case Progress data further it is necessary to break the data down into its constituent
parts in the below graphs. This graph shows the overall reduction in numbers is not concentrated in
one aspect of the service.

3rd Party Gathering Information
- Case Numbers
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To understand the impact of these case numbers, we also need to look at the time cases are taking
in this category.
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The number of cases sitting with GCCRS Case Managers remains steady at 80 from 77 cases last
period (up 3.9%). The increase in the number of cases in this category is a mixed result with an
increase of 31.8% for EQC and similar increase for Private Insurers.

Again, the most important factor is the time taken by each entity (see below). The numbers for SRES
and private insurers are difficult to analyse due to the very low numbers although it is encouraging
to see EQC hold on to the reductions achieved in 2021. The number of days cases are sitting with
Case Managers remains an area of focus for GCCRS, as it remains the highest amongst the areas
measured.

Review and Preparation by Entity and Days
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EQC data shows an even split between BAU and the On Sold Programme at 48 and 45 days
respectively (see below). Focus will need to continue to be on the BAU work stream as the number
of days have increased from 29 in Feb 2022 to 48 in May 2022. Likewise, the Treasury On Sold
Programme has decreased from 59 days in Feb 2022 to 45 in May 2022.
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Appendix A: Wellbeing Report (the following report is Produced by Pathways)

Greater Christchurch Claims Resolution Service Report

1** November to 31st May 2022

Wellbeing Team Report: Decision Making

The ability to make decisions is a skill that under ideal circumstances is relatively easy to do. There
are many things that can impact that seemingly easy task such as fatigue, motivation, grief, and
anxiety. The Wellbeing team have seen an increase in the inability to make decisions and shift
people into a proactive/ productive mindset. COVID-19 has added to this load and has caused many
of our people to become more conservative in their decisions. The team have had to respond by
being flexible, enable effective communication between groups of people and translate the parts of
conversations that are not being heard or said.

Decision Fatigue

Decision fatigue is “the idea that after making many decisions, your ability to make more and more
decisions over the course of a day becomes worse,” said Dr. Maclean, a psychiatrist. “The more

decisions you have to make, the more fatigue you develop and the more difficult it can become.”

One of our people who has been in service for a number of years, has been so due to decision
fatigue. She was overwhelmed by the amount of choices in front of her and felt backed into a corner
regarding a life changing decision. She had to either trust someone to fix her house or take the
money and move on. Her whanau were not adaptable to change and therefore she was often left
feeling like the bad guy wanting to move on from the process. The wellbeing team were able to walk
alongside her through this journey. They were able to advocate for the process to be at her pace,
break off the decisions in bite sized chunks and make the process visual. Instead of having long
conversations with lots of micro decisions, there were “whiteboard sessions” where she was
enabled to think big picture and figure out her priorities. The team were able to take the lead and
start with her own wellbeing before engaging in the process. She has recently been discharged from
our service, with a resolution that will allow her and her whanau to move forward and enjoy life
again.

Decision Motivation

Understanding what motivates a person and their actions is one of the key factors in supporting
them to move forward with the decision-making process. Someone we support had lost all
excitement in the process. She was no longer invested in moving forward because she had been
down the road before and shut down just before the fun began. Our team were able to spend the
time with her, talk through the past disappointment and shift her mindset to what the future could
hold. The team were able to look behind the disruptive behaviour and find what was causing the
defensiveness. They were able to break the decision-making process into smaller sections and focus
on decisions that she had already made which could be transferred her decisions now. The team
were able to show her another perspective and help her see what she could achieve one step at a
time.
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Making decisions while grieving

One thing that we have seen repeated is when a spouse passes away or moves on from the
relationship who was the decision maker of the household. Many of our people are then trying to
navigate grief and decision making. With one whanau in particular the wellbeing team were able to
help facilitate the grieving process and enable to whanau to start looking forward while not losing
the past. They did this by reconnecting whanau members who had grown distant and spending time
reminiscing or making light of some of the past decision making. The team were also able to create
space within the process. This allowed the whanau to really consider what they wanted to achieve
and what the future could look like rather than only living in the past. Building that relationship
enabled the team to gently push the whanau in a forward motion which is gaining momentum as
time goes on.

Decision Anxiety

One of the more recent referrals that we have received has really shown that being able to spend
time with the person and their whanau to build trust and rapport is key to their ability to make
decisions. This person that we are supporting has stalled the process for many years due to her
anxiety around change. The team were able to walk alongside her and focus on one decision at a
time. They were also able to slow the process down to a pace where she felt that she was in control.
Although she has not been able to make the decision that would move her claim forward, she now
has wrap around support that hopefully with time will enable her to make the decisions that need to
be made.

Days in Service
Median: 233

Average: 342

Days in Service
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It is likely that this reduction in closure rates relates to a number of factors impacting both RAS and
GCCRS at the same time, although the impact of Case Manager changes cannot be underestimated
(see further on in report). This change in Case Managers not only decreased the outright number of
people to work on claims, but most critically created a spike in caseloads as cases were transferred
to existing Case managers to manage. Immediately following the changes some Case Managers
spiked to over 80 claims under management.

GCCRS continues to be impacted by the existing building supply shortage, particularly in the Treasury
On Sold Programme as it slows the homeowner’s ability to finalise costs and likewise their claims.
There is no doubt that the industry constraints are limiting homeowner’s abilities to accept cash
settlements from insurers due to the risk of price pressure.

Outcomes

Of the 173 cases closed during this period, 66 cases were categorised as “Agreement Reached Cash
Settlement” (38.1% of all cases settled for the period, down slightly from 39.5% last period), 22 cases
were “Information/Support Provided” (12.7% of all cases settled for the period). Again, there are a
significant number of cases closing in “EQC On Sold Programme” with 27 cases closed or 15.6% for
the period. This stronger closure rate for the On Sold Programme now appears to be a consistent
trend with 14.4% of claims last quarter also closing.

Auditing of the portfolio continues to be a priority with 8 cases closed for the quarter due to the
homeowner’s refusal to provide a signed consent form (a 10% increase across the quarter). Perhaps
most significant is the number of cases where the homeowner has accepted a settlement based on a
Cost Incurred repair, this increased by 9 cases for the quarter or 17.6%. These are the cases where
the homeowner carries out the repair of their property with the incremental costs being met by the
Insurer/EQC as per the policy/Act. Itis highly likely that the current inflationary pressure on the
building sector has resulted in a decreased risk profile for homeowners, resulting in the increased
demand for Cost Incurred settlements.

Of note again during this period is the very low number of cases where EQC ultimately declined the
claim, with only 1 claim or 0.58% of claims closed being rejected by EQC. This shows the strength of
the GCCRS triage process.
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GCCRS has now reorganised the categorisation of claims in the Treasury On Sold Programme to
better identify the status of a claim. The data above shows clearly the movement of claims through
the process, from 68 waiting for approval in November 2021 to now only 13 in August 2022.
Likewise, the number of homeowners ‘scoping’ and in ‘engineering’ has decreased from 91 in

November 2021 to 68 in August 2022.

To analyse the Case Progress data further, it is necessary to break the data down into its constituent
parts in the below graphs. These graph shows the cases are not concentrated in one aspect of the
service, with EQC having the most cases at 128 followed by 84 sitting with the homeowner, and 60
with the builder. It is encouraging to see the downward trend in the number of cases with the

homeowner now consistently reducing since November 2021.
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To understand the impact of these case numbers, we also need to look at the time cases are taking

in this category.

Third Party Gathering Information by Entity and Days
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Whilst the total number of claims with EQC remains high at 128 it is important to note the time
claims are sitting in this category have reduced to 75 days for August 2022 down from 93 in May

2022 and 110 days in February 2022.
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The impact of the small number of cases being managed through the Canterbury Earthquakes
Insurance Tribunal (CEIT) by Community Law continues to impact the time in the category, with the
number of days increasing from 34 in May 2022 to 64 in August 2022. It is important to note that
only 3 claims currently sit in this category so the days will remain volatile until these claims are
heard.

Westport and now Gisborne and Nelson demand will also impact on Community Law timeframes as
the complex land damage starts to flow through (see later in report).

Below is the same data as above, broken down by EQC as “Not On Sold” and “On Sold”. It is evident
that whilst both areas of EQC continue to decline in the number of days, the On Sold Programme at
54 days is significantly lower than the BAU team at 95 days. Although it is worth noting the
downward trend for both entities since February 2022.
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The other critical category monitored by GCCRS is “Review and Preparation”.

Review and Preparation
- Case Numbers
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The number of cases sitting with GCCRS Case Managers remains steady at 80. EQC shows a good
reduction from 29 to 22 (24%) with Private Insurers also down from 13 cases to 7. Perhaps the only
area of concern is the increase in the number of cases sitting with homeowners, up from 13 to 17.

11 |Page



Again, the most important factor is the time taken by each entity (see below). The numbers for SRES
and private insurers are difficult to analyse due to the very low numbers, although attention will
need to focus on the large increases in these two categories from May 2022.

Interestingly the reduced number of cases with EQC is not reflected in the time cases are sitting with
the entity, up from 45 in May 2022 to 78 in August 2022. The increase in the number of cases sitting
with the homeowner and Community Law have both related to increases in time with homeowners
increasing from 23 days in May 2022 to 42 days in August 2022, and Community Law from 70 days in
May 2022 to 88 days in August 2022. Again, these numbers should be treated carefully due to the
very low number of outright cases in each category.

Perhaps most pleasing is the reduction in the number of days cases are sitting with Case Managers
at GCCRS. This has reduced from 107 in May 2022 to 79 in August 2022, reversing a recent trend in
this area. This reduction is despite the overall number of cases in the category staying level at 80
cases.

Review and Preparation by Entity and Days
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EQC data shows that the overall increase is across both the BAU (85 days) and the On Sold
properties (73 days). Focus will need to continue to be on the BAU workstream as a trend seems to
have developed upwards from 29 in Feb 2022 to 85 in August 2022.
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"GCCRS was recommended to me by a neighbour who had been in a similar situation. Really glad |
engaged GCCRS and so lucky to have our Case Manager managing our case. Felt secure in her no
nonsense approach, she knows her stuff and is fair and matter of fact. Would highly recommend.
Thank you."

"l had a fantastic experience, and am now able to repair the earthquake damage to our home, all
these years later. My initial EQC assessment was inaccurate, but through the GCCRS | was able to get
a new start with EQC, and a resolution that | am happy with. | found my Case Manager really patient
and helpful. Thank you!"

"My Case Manager went over and above to explain everything. | was new to issues related to
earthquake damages and she was patient and kind in explaining damages and processes. Can't
recommend her enough."

"We are absolutely grateful to GCCRS and our Case Manager. Until we were safely in her hands, we
felt lost in the process and pretty much didn't know what our actions should be. Having our Case
Manager and the backing of GCCRS gave us confidence that the tests and assessments getting done
are professional and trustworthy, and that whatever their result is - it will be the test that EQC will
have required. We had no contacts for builders and engineers to do any assessments and having the
access to qualified trades people acceptable to EQC was a blessing. Having the funding for the
assessments provided from EQC prior to the invoice having to be paid was another amazing help
which wouldn't have happened if it wasn't for the assistance from GCCRS. Communication was
excellent, and we felt confident that when the next action from us is going to be required - we will be
well-informed. To be honest, if it wasn't for GCCRS, we probably would have given up on the process.
I am so relieved and grateful that this service was available to us."

"My Case Manager has been amazing throughout the whole progress! The situation has been
stressful but my Case Manager has been so helpful and explained every step in the process. His
communication has been great and he knows what he’s talking about."

"We were so pleased we discovered the GCCRS service, it helped us feel more confident in choosing a
course of action. We really appreciated the access to the expert advice to validate and query the
information and offer we were provided by EQC/Southern Response/Engineers. This is an excellent
service!"

"l was quite daunted about the thought of having to deal with EQC again, but my Case Manager was
extremely helpful. She provided all information and updated us as our claim progressed through the
system. She calmly and professionally guided us through the process in spite of my sometimes
stressed communications to her. Very happy to recommend both my Case Manager and your
services."

"My Case Manager has supported me with negotiations with EQC after they shut down my claims of
unresolved damage on my newly purchased property. As a first home buyer this was very hard to
hear. EQC were belligerent and would not listen. Through my Case Manager’s relationship building
and communication she was able to negotiate a further site visit and now my house is being
repaired. It’s more than | could ever have dreamed. My Case Manager has been able to drive this
when | have no longer had the energy to. She’s been able to connect me with the right supports and
contacts. Really grateful for this service. | can now move on with my life and close this chapter. Thank

n

you.
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"We couldn’t have wished for a better service and outcome. Our Case Manager kept us informed
throughout the process with clear and consistent information. After our previous terrible experience
within the earthquake process our Case Manager allayed our fears and we found the GCCRS process
brilliant which in turn has restored our faith throughout the past year. Thank you so much."

How the public hears about us

GCCRS tracks how people come into our service, so that we can understand both the marketing and
perhaps more importantly the performance of our service. “Word of Mouth” referrals into GCCRS
have increased to 76% for August 2022 from the previous period in May 2022 of 69%. EQC referrals
have returned to below their long run average at 6% compared to the high of 17% in February 2022,
with a small reduction in “Media” but a higher proportional increase in “Internet”. The high level of
“Word of Mouth” referrals is testament to the excellent work of GCCRS Case Managers and the
wider team.

How the Public Hears About GCCRS
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2. IDRS Update

As at the end of August 2022, the GCCRS has three cases booked for facilitation with dates
confirmed. There are two cases for facilitation that the GCCRS are actively working on to confirm
dates and members. Since the cut=off for the end of this reporting period, one facilitation has been
requested.

Currently there are three determinations being working on. Of these, no cases have confirmed dates
for hearings.

Of the two cases set down for facilitation during this report period: one settled during the
facilitation, and one was withdrawn.
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Overall there have been 406 cases submitted and, of these, 400 have been completed. Peer reviews
continue to be the most common type of referral with 196 of the 406 referrals submitted requesting
this service. There is increased demand for Reinstatement Recommendations with three referrals
this period and 11 in total.
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The average time taken to assign an engineer from the date on which GCCRS provides a full
submission is currently 15.86 working days, down from the previous period of 16.19 working days.
The average time taken from the date of assignment to provision of the report is 40.15 working
days, slightly up from the previous reporting period of 39.90 working days.
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4, Wellbeing Update
Pathways Report Update, see attached Appendix A.

In addition to the Pathways programme for homeowners, GCCRS continues to run its internal
wellbeing support package.

5. Operational Update
a. Call Centre Update

The GCCRS call centre answered 52 calls during August 2022. Call volumes this year have remained
low, averaging 45 calls per month from January to August 2022, compared to the 2021 average of 81
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calls per month. Call transfers to staff continue to be the main reason for phone calls and account
for 46% of calls during August 2022.
b. Case Manager Update

As previously noted, GCCRS reduced the number of Case Managers during this reporting period from
13 to 10. Whilst this resulted in a significant spike in cases for some Case Managers (peaking at 80
cases), this has now been brought back under control with all but one Case Manager now under 70
open cases. Work has been done to focus on the number of cases being actively managed, and
those cases where we are awaiting reports or other aspect that is going to take longer than three
months. As can be noted below, a significant number of cases are not currently requiring active
management, a factor that is being keenly noted when considering a RAS response to other weather
events.

GCCRS Cases by Case Manager (13/9/22)
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Appendix A: Wellbeing Report (the following report is Produced by Pathways)

Greater Christchurch Claims Resolution Service Report

Wellbeing Team Report: Courageous Conversations and Transition Planning

Courageous Conversations

Human nature is to protect therefore having the hard conversations can feel
confronting. Courageous conversations are those conversations which you initiate to
discuss the issues that you would rather avoid — the 'undiscussable’. They will often
take the most courage and require you to speak candidly and listen openly and are
often the ones that make the biggest impact. As a wellbeing team we have noticed
that it has been a trend over the last quarter that both case managers, advocates
and whanau members have struggled to have those conversations.

One example has been that one of the homeowners was not given the correct
information about their claim. The decision around this was because it may cause
impact to the homeowner and could tarnish the positive rapport that had been built. It
took a courageous conversation from the case manager and wellbeing support to
talk frankly about the claim. The homeowner, although, upset when the courageous
conversation happened was given the space to reflect and come to terms with the
reality of their situation. They now have been empowered to make decisions with the
correct information and their claim is now moving forward. Without the courageous
conversation this claim would not have moved forward, and the homeowner would
have been making decisions that were unable to be achieved.

Transition Planning

A transition plan is a document that outlines what the homeowner wants to achieve
over their time in service but also beyond. It should be created to support not only
their claim but what life looks after the claim. A trend that we have seen over the last
quarter has been the need for robust transition out of service. If we can be
predictable and create a safe plan this helps the people that are being supported in
service to look at what life looks like after the claim is resolved this is beneficial for all
parties. This preplanning allows the homeowner to share where their values lie and
can support both the case manager and support teams to gentley shape a plan to
achieve this. It supports the prioritisation of what we should be targeting in terms of
repair strategy and preparing the homeowner for life after the claim.

An example of this over the last quarter is a couple who have been within the
GCCRS system for awhile, their claim did not go to plan and what supported their
ability to cope was the ability to create a transition plan out of the services. They
have now successfully been shifted out of the GCCRS system into mainstream
social services where they are recieving the support they need to build back their
lives.
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Executive Summary

Over the past quarter the Greater Christchurch Claims Resolution Service (GCCRS) has continued its focus on
supporting homeowners with their claims from the Canterbury Earthquake Sequence (CES). The Residential
Advisory Service (RAS) is active in supporting homeowners affected by the Westport, Gisborne and Nelson
flooding events.

Work in the CES was challenging in the quarter with more cases coming into the service than were closed.
September 2022 was particularly difficult with 37 cases opened and only 19 closed. November proved to be a
more resilient month with 42 opened and 61 closed however the quarter as a whole saw a net increase of 5
claims.

Toka T Ake EQC continues to dominate the claims coming into the service with 91.2% of all claims. Third party
insurers continue to close more claims than are being opened with Southern Response now down to 39 claims
from its peak in November 2020 of 120 claims. Private insurers have 71 open claims from their peak in March
2020 of 182 claims.

GCCRS notes a move away from homeowners accepting full and final cash settlements with more focus on
incurring the costs as per the Policy/Act. Anecdotally this is due to the impact of inflation on the construction
sector and the risks associated with that.

Satisfaction survey data maintains its strength with 89% of homeowners who responded to our survey saying
they would recommend GCCRS to others with 78% stating that their wellbeing had improved as a result of the
support provided by GCCRS.

GCCRS and Toka Ta Ake EQC continue to run Claims Clinics to focus on the most challenging claims with GCCRS
focussing attention on the claims that have been with us the longest. Individual reviews have been completed on
all claims that came into the service prior to December 2020. Of the cases opened in 2018 only 2% remain open
with GCCRS, 4% for 2019 and 7% for 2020.

GCCRS has completed a recent restructure with the retirement of Ken Pope after his 44 years service to the
public. Nik Behrens is the new Manager Case Resolution with Kirsty Hamilton coming back to GCCRS as a
Principal Advisor.

GCCRS remains focussed on supporting MBIE in its response to the Toka Tt Ake EQC Inquiry recommendation on
the provision of a standing dispute resolution mechanism.

Darren Wright
Director, GCCRS

National Manager, RAS






























can be noted from environmental factors, although the data remains encouraging across the board. As this rate
reports on the combination of “Agree” and “Strongly Agree” we have separated these out to better understand
the positioning of our service.

See below the breakdown of the data for our key measure “/ would recommend GCCRS to others”. Whilst
numbers are down from the peak in May of 100% it remains humbling that 79% of homeowners “Strongly Agree”
with this statement.

What is perhaps most interesting is the link between the very low settlement numbers already reported for
September 2022 above and the corresponding low satisfaction for that month. It is highly likely that this is a
result of a small sample size but may also be due to the difficulty in settling cases during this period.

As discussed in the previous report following feedback from the Homeowner Advisory Group, GCCRS has
undertaken a survey of homeowners who have changed their Case Manager as a result of the recent GCCRS
people changes. This data is presented in Appendix B to this report.

Homeowner Feedback
A sample of the feedback from homeowners during September 2022 to December 2022 included:

"My Case Manager was incredible from the very get go and my parents and | are absolutely thrilled with the
outcome. My parents are quiet and humble and would have never reached out about this if it wasn’t for my Case
Manager, so really happy she was a voice for my parents."

"My Case Manager was great throughout the entire process. It was not easy with a lot of back and forth with the
insurance company however our Case Manager kept us updated enabling us to make well informed and timely
decisions. A very big thank you to my Case Manager."

"My experience with you was excellent, and | wish we had involved you earlier! Thank you for your work in helping
us bring our case to a conclusion. We feel deep appreciation for your assistance."

"I came late to the GCCRS - 12 years after the earthquake damage to my house, 8 years after the TOKA TU AKE
EQC's inept attempts at repair and only after my insurers recommended that | make contact. | was so glad that |
did as the helpful and reassuring contacts | had with my Case Manager eased the way through the settlement of
my claim with the insurers. This is a great service, thanks to MBIE for the funding!"

"Having previously faced the challenges of dealing with TOKA TU AKE EQC we were delighted with the customer
focussed support of GCCRS. We recommend your service unreservedly."

"We were provided with exceptional service and were able to get the claim resolved after more than two years of
it originally being reopened. We were communicated throughout the process, explained all the intricacies,
provided with advice and options. Thank you so much!"

"Thank you so much for your time, advice and support. Without it | probably would have buckled under ... pressure
and always doubted that | was treated fairly. At least GCCRS involvement and hopefully the tribunal, will have






As per a request from the Homeowner Advisory Group the raw data is as follows:

Total Open Mediations

Total Open Determinations 1
Total Closed Mediations 61
Settled During 27
Settled Before 15
Withdrawn 8
Transferred to CEIT 2
No Resolution 9
Total Closed Determinations 40
Settled During 3
Settled Before 37
Withdrawn 0
Transferred to CEIT 0
Total Closed Cases 101

3. Engineering Update

As at the end of November there were 10 open cases submitted to Engineering New Zealand awaiting completion.
All referrals have been assigned to engineers and are either awaiting site visits or reports to be completed.

Current OperfOCases
10

m Submitted awaiting engineer assignment
M Engineer assigned and awaiting report

Overall there have been 418 cases submitted and, of these, 408 have been completed. Peer reviews continue to be
the most common type of referral with 48% of referrals submitted requesting this service. There is increased
demand for Reinstatement Recommendations with four referrals this period and 15 total.

ENZ Referrals Requested ENZ Referrals Completed
201 198
200 200
150 133 150 133
100 69 100 69
50 15
50 g
0
M Initial Appraisal 0
W Peer Review M Initial Appraisal
Facilitation M Peer Review
Reinstatement Recommendation Facilitation

The average time taken to assign an engineer from the date on which GCCRS provides a full submission is currently
15.44 working days, down from the previous period of 15.86 working days. The average time taken from the date



of engineer assignment to provision of the report is 40.07 working days, slightly down from the previous period of
40.15 working days.

ENZ Referrals by Issue Owner
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4. Wellbeing Update
Pathways Report Update, see attached Appendix A.

Following a request from the Wellbeing Advisory Group analysis has been completed on the number of cases
being referred to Pathways from GCCRS. Analysis shows that in 2019, 60 cases were referred, 2020 41 cases,
2021 36 cases and in 2022 (ytd) 38 cases. When comparing the total number of cases as a proportion we see a
significant upswing in the cases being referred.

Proportion of Referrals to Pathways
14%
12%
10%
8%
6%

4%
2%
0%
2019 2020 2021 2022

In 2022 13% of all cases into the service presented with challenging wellbeing issues requiring a referral to
Pathways up from 5% in 2019. This supports anecdotal evidence to date of the increasing complexity of cases for
the service and the corresponding challenges with settlement.

In addition to the Pathways programme for homeowners, GCCRS continues to run its internal wellbeing support
package. All front facing staff will be participating in the ColLiberate Mental Health First Response refresher
course in February 2022.

5. Operational Update

a. Aged Claims Study

Following the challenges of the previous quarter and a request from a member of the Advisory Panel GCCRS has
now reviewed all cases in the service that registered prior to December 2020.
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Cases still open by month Cases opened each month

The graph above shows the cases opened by the month they came into the service and the relative number of
those cases still in the service. Of the 515 cases registered in 2018 only 2% or 12 cases remained open as of the
1%t of December 2022. Likewise 4% remain open from 2019 and 7% from 2020. By far the largest cohort of cases

are from 2022 with 61% of all current open cases having registered during 2022 and 27% from 2021. Of all cases
currently with the service 88% are from 2021 and 2022.

Annualised % Open vs Total Claims
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In order to understand this better the Director and Manager Case Resolution have now reviewed all 145 cases
registered prior to December 2020.

Of the 12 cases registered in 2018, 33% are with the homeowner, 8% with Toka Td Ake EQC and 34% with
Insurers, including SRES. The majority of the cases with SRES and Insurers have recently gone over cap. 10 of the

12 cases are in the final stages of settlement, being either final scoping and pricing or settlement review, 1 case is
with Community Law and 1 case is being transferred to the CEIT.

Of the cases registered during 2019 and 2020, 14% are with Toka TG Ake EQC, 10% with the Insurer, 3% with
SRES. 46% of cases are either with the homeowner or their builder and 10% with engineers. Many of these cases
are in the On Sold Programme and were unable to move forward until the launch of the programme. In most
cases GCCRS remains involved due to the complexity of the claim or the wellbeing of the homeowner.

Having reviewed all cases GCCRS are comfortable that all either have a pathway to resolution or will settle soon.

These cases have dominated the Claims Clinics with Toka Ta Ake EQC and will remain a focus of attention going
forward.









e. Health and Safety

There were no Health and Safety issues during the period.

f. Restructure

During the reporting period GCCRS carried out a restructure to ensure services are fit for purpose. With the
retirement of Ken Pope as the National Manager of the Residential Advisory Service and Manager GCCRS after 44
years of public service a review has been undertaken. We are pleased to announce that as a result of that work
Kirsty Hamilton has re-joined the team as Principal Advisor and Nik Behrens has taken up a new role as Manager
Case Resolution. Darren Wright adds the National Manager RAS role to his Director GCCRS role. The Manager
Case Resolutions key focus in early 2023 will be the progress of challenging cases through the service.

g. Westport / Gisborne / Nelson / Wellington

RAS continues to provide active support to homeowners in Westport, Gisborne and Nelson as a result of their
weather events. RAS has now supported 128 cases in Westport with 2 remaining under management. In Nelson
49 cases have registered with the service with 23 having been closed and a further 26 with open cases. Itis
anticipated that land damage will pose the greatest challenges in the Nelson/Marlborough response with initial
high level Geotech reports due out in late December with site specific reports to follow in late January 2023. RAS
intends to have staff on the ground in Nelson throughout late January and early February 2023.

h. TOKA TU AKE EQC Enquiry Response

GCCRS continues to work with MBIE on the response to the TOKA TU AKE EQC Public Inquiry recommendation to
establish a standing dispute resolution service. Engagement with stakeholders has continued over the period
with significant progress on scope and scale.



6.0 KEY:
GCCRS

CEIT

ENZ

RAS

HO
TOKA TU AKE EQC
SRES

IDRS

MBIE

MOJ

HOAG

LAG

DOA

RTM

FT

IA

MUB

Greater Christchurch Claims Resolution Service
Canterbury Earthquake Insurance Tribunal
Engineering New Zealand

Residential Advisory Service

Home Owner

Earthquake Commission

Southern Response

Internal Dispute Resolution Service

Ministry of Business Innovation and Employment
Ministry of Justice

Home Owner Advisory Group

Legal Advisory Group

Deed of Assignment

Round Table Meeting

Finalisation Triage

Initial Assessment

Multi Unit Building





















4. Was the case manager transfer process...
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Worse thanyou  Same as you expected Better than you N/A - | was not

informed my case
manager was

In reviewing the survey results, we noted four homeowners responded ‘N/A — | was not informed my case
manager was changing’ to question one, however one answered with this response to question four,
indicating there may have been confusion around when the case manager had changed. Two case managers
received phone calls from homeowners confused by the survey, who both thought their claim was
transferring to another case manager again now, rather than being in response to the change in June 2022.

Learnings

It appears the timing of the survey caused confusion, given it was sent in October in relation to changes
made in May/June. This is further supported by the phone calls received by case managers in relation to the
survey. Should the GCCRS look to undertake a similar survey, then it being timely is crucial.

Communication included in the survey may have needed to have been clearer e.g. “this survey is in relation
to your case manager changing from xx to xx”. This may have led homeowners to believe their case
manager was changing again.

The survey was anonymous, and homeowners were advised of this at the beginning. This means any written
feedback provided cannot be followed up on with individual case managers to address any issues raised in
the written feedback. We need to also acknowledge that the anonymity may have encouraged homeowners
to be more honest about their experience than they may have prepared to be if their details were included.
If we were to undertake such a survey again, we could give the homeowner the option of their feedback
being anonymous or not.

Written feedback touched on the handover being smooth, and homeowners being very happy with the
process and how ‘on to it’ and ‘up to speed’ their newly assigned case managers are. This is very positive as
the intention was for homeowners to not be negatively impacted by the change.

The low participation rate for the survey could indicate the majority of the homeowners impacted were happy
with the handover, progress and were well informed.
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Executive Summary

The first quarter of 2023 has been a challenging period for the New Zealand Claims Resolution Service (NZCRS) due to the
twin disasters of the Auckland flooding events of January 2023 and the impacts of Cyclone Gabrielle. These events,
together, represent the second largest natural disaster in New Zealand’s history with over 90,000 claims being made to
insurers across the multiplicity of policies. The geographical spread of Cyclone Gabrielle is unprecedented. Claims now
spread around the majority of the North Island with significant damage reported from Northland through Auckland and
down as far as the Hawke’s Bay.

NZCRS has been active since their launch on 20™ February. Staff have been on the ground across the motu supporting those
impacted by the Auckland flooding and Cyclone Gabrielle events (including in community hubs throughout greater
Auckland, Tairawhiti and the Hawke’s Bay) while also continuing to support homeowners with claims resulting from the
Canterbury Earthquake Sequence (CES), flooding in Nelson/Tasman/Marlborough and Westport floods. NZCRS now has
open cases in 10 of the 16 regions across New Zealand.

Since the launch, NZCRS has registered 481 cases and closed 439. By far the majority of these claims have been from the
Auckland and Cyclone events but demand has also remained strong from both Nelson and the CES. Whilst the CES is now
some 12 years on, NZCRS still received 107 new cases into the service during the quarter. This demand in the CES is spread
between those properties that were owned at the time of the earthquake and those that have been on sold since that time.
Challenges exist in resolving these CES claims due to their technical nature not only in terms of engineering and wellbeing
but also in terms of where the liability for the damage should sit.

Exit survey data remains strong with 88% stating they would recommend NZCRS to others, although challenges exist in this
space. Those homeowners who felt their wellbeing has improved as a result of the service was 68% for this quarter and
were down significantly in March 2023 (50%). We will continue to have a focus on this data and are considering whether
any improvements can be made to the collection and reporting of this information in light of the launch of the new service.

Whilst CES claims remained high for Toka Ta Ake EQC with 81.7% of all claims open as at the 315t of March with Toka Ta Ake
EQC, it is worth noting that this declined in the month of March 2023 with 56% of all CES claims coming in during that
month from third party insurers.

Demand from Nelson claims has increased over the quarter with an uplift in cases coming from those with land damage
claims. NZCRS has been active in this area and acknowledges the work being done by insurers to deliver land damage
reports and settlements to homeowners. Land claims are incredibly complex and require significant resource to manage.

NZCRS would like to acknowlegde the support of the multiple parties that have made the launch of NZCRS such a success.
In particular we would like to recognise the support of Southern Response in providing emergency staff to the service at the
time of the launch and to ICNZ for its ongoing support and collaboration across New Zealand. Of course any service is only
as good as the people who deliver it. NZCRS would like to make a special mention of the staff who have gone above and
beyond over the past couple of months to support the Director and deliver this service in often very challenging and
difficult circumstances. In the words of Sir Mark Solomon “He tangata, he tangata, he tangata”, it is the people, it is the
people, it is the people.

Darren Wright mnzm

Director, NZCRS
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1) NZCRS Overview Q1! 2023

The New Zealand Claims Resolution Service (NZCRS) was launched on the 20™ of February 2023 and continues the work

previously undertaken by the Residential Advisory Service (RAS) and later the Greater Christchurch Claims Resolution
Service (GCCRS).

RAS launched in 2013 as a response to the Canterbury Earthquake Sequence (CES) and was originally jointly funded through
the Canterbury Earthquake Recovery Authority (CERA), the Christchurch City Council and the Insurance Council of New
Zealand. In 2018 the government launched GCCRS with additional functionality such as engineering advice, wellbeing
support and an internal dispute resolution service, including mediation and determinations. From 2018 onwards, GCCRS
focussed solely on cases as a result of the CES whilst RAS focussed on homeowners affected by natural disasters outside of
the CES. These included the Kaikoura Earthquakes along with flooding events in Edgcumbe, Rotorua, Gisborne, Westport
and most recently Nelson. It is important to note that RAS was limited to providing legal advice only.

Where this report focuses solely on the Q1 period of 1 January 2023 to 31 March 2023 it undertakes to provide a seamless
sequence between the RAS/GCCRS services and the new NZCRS service. This report will cover all three entities in the Q1
timeframe and treat GCCRS and RAS data as if it were NZCRS data.

Q1 Registered vs Closed Cases - All Events
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During the Q1 period 481 cases entered the service with 439 cases closed. More CES claims were closed than were opened
with 107 cases opened and 111 closed. 107 CES cases opened for Q1 2023 continues the downward trend in the CES with
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Toka Ta Ake EQC Open Cases at End of Month - CES
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7.2) 2021 Westport Flooding

As previously stated NZCRS has 1 case that remains open in the Westport event with Toka Ta Ake EQC. Whilst data was
difficult to capture for this event under the previous RAS system it is notable that of the 127 claims into the service 55.9%
were simple advisory services, 23.6% were supported through to a cash settlement and 11.8% to a managed repair.

Outcomes of All Closed Cases - Westport
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Other || 1
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7.3) 2022 Nelson/Marlborough/Golden Bay Flooding

NZCRS continues to work closely with insurers and Toka Ta Ake EQC as land settlements start to be delivered in the Nelson,
Marlborough and Golden Bay regions some 8 months after the August 2022 events. As the first real test of the Natural
Disaster Response Agreement between Toka Tu Ake EQC and private insurers for significant land damage this event has
been important for NZCRS to both understand the process better and perhaps most importantly observe the likely
timeframes for significant land damage to be finalised. This knowledge has been critical in the support and advice NZCRS
has been able to offer those affected by the more recent North Island events.

Several issues have developed throughout the quarter although the most positive has been the work undertaken by
insurers. Whilst the information homeowners are receiving is not always what they wanted to hear the manner in which it
is being delivered and the background information provided has, on most occasions, been excellent.

NZCRS notes the following themes:

1) Alack of understanding of land cover by homeowners in general,
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2) Asignificant gap between what homeowners believe the land cover to be and what is in the Act,

3) The extremely high complexity of land cover under the Act and the multiplicity of outcomes,

4) The lack of knowledge for homeowners on the impacts of Section 72 notices (or earlier versions) on their titles
and the potential for this to lead to a full or partial declination of a land claim,

5) The difficulty in undertaking works required when the settlement is not enough to carry out the works, or, the
works require collaboration between neighbours, or, the work cannot be physically completed.

NZCRS is working on how it can best support homeowners with these issues and how, over time, it can develop education
and information packages for such events.

NZCRS also notes the increasing focus from homeowners on how the amounts paid out are determined. Under the Act
Toka Tua Ake EQC pay the lesser of the value of the land that is damaged, or the cost of the repair for that land. Where land
values are significantly higher (such as in Auckland) settlements will be higher compared to homeowners with low land
values who may not receive enough to repair the damage.

Access to the Marlborough Sounds region is proving difficult for NZCRS and insurers. NZCRS continues to work with both
homeowners and insurers as to how to best handle this issue.

Registered vs Closed Cases - Nelson
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Outcomes of All Closed Cases - Nelson
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Executive Summary

The second quarter of 2023 has remained a challenging period for NZCRS with strong demand increasing the caseloads of
Case Managers from an average of around 66 per Case Manager in September 2022 to 90 in June 2023, with one Case
Manager peaking at 114 cases. The demand for the quarter of 494 is above that of Q1 2023 at 480 and well above the
same period in 2022 of 122 new cases. This demand has impacted on the ability of Case Managers to close claims with the
closure rate reducing in Q2 2023 to 201 claims, down from Q1 2023 of 439. Whilst this lower closure rate is likely due to a
number of factors, including the increased complexity of new cases coming in from the North Island weather events in early
2023, there is no doubt that the high caseloads are also having an impact. It is a huge credit to NZCRS staff that despite the
huge pressure they still closed 106 Canterbury Earthquake Sequence cases during this period, down only 10% from the
same period last year.

In direct response to the increased case numbers NZCRS has implemented a phased approach focusing on recruitment and
marketing. Phase one is now complete with two Case Managers relocating to cover the Auckland Flooding and Cyclone
Gabrielle events and new Case Managers and lwi Liaison employed in Ahuriri/Napier, Tairawhiti/Gisborne, Tamaki
Makaurau/Auckland and Otautahi/Christchurch during Q2 2023. Phase two is well underway with recruitment underway
for five additional Case Managers across Tamaki Makaurau/Auckland and Te Matau a Maui/Hawke's Bay and a new Team
Leader role for the NZCRS support functions in Otautahi/Christchurch. Phase three is being finalised with a significant
marketing campaign to be launched late Q3 2023 to coincide with the recruitment and training of new staff.

Despite the very high demand on services it is pleasing to note the very strong rating from homeowners who have been
using the service, with 92% saying they would recommend NZCRS to others during June 2023, up from 88% in April 2023.
This strong result is even more impressive when the high caseloads set out above are taken into consideration, although
this will require ongoing attention and focus over the coming months to ensure that homeowners stay the centre of our
attention.

NZCRS would like to acknowledge the work being undertaken by Engineering New Zealand/Te Ao Rangahau (ENZ) to
expand their expert panel to make it more representative across the motu and to ensure that it is balanced across
structural and goetechnical disciplines. Perhaps the most striking evidence of the collaboration between ENZ and NZCRS is
the fact that core to the training package for new and existing members is the inclusion of a Trauma Informed Care module
to be taught in Te Whanganui-a-Tara or Poneke/Wellington in the coming weeks. This is perhaps the best example of
lessons being learned from the Canterbury Earthquake Sequence (CES) experience.

Work continues at pace across the motu with NZCRS having open cases 13 of the 16 regions across New Zealand. Particular
focus during Q2 2023 has been on Whakatii/Nelson, Tairawhiti/Gisborne, Ahuriri/Napier and Tamaki Makaurau/Auckland.
NZCRS has attended multiple hapori/community, council and stakeholder engagements and will continue to grow capacity
in these regions during the 3™ quarter.

1 would like to take this opportunity to recognise the staff and whanau of NZCRS who have continued to deliver above and
beyond over the past quarter. The staffs’ commitment and dedication during this difficult time has been humbling and has
allowed us to support hundreds of homeowners with resolution of their claims and perhaps more importantly, their
wellbeing.

Darren Wright mnzm

Director, NZCRS
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1) NZCRS Overview Q2! 2023

Following the launch of the New Zealand Claims Resolution Service (NZCRS) on the 20t of February 2023 demand has
continued well above previous periods. This increase has been driven by the Auckland Flooding and Cyclone Gabrielle
weather events which now make up the second and third largest natural disaster events in New Zealand’s history as far as
insurance claims are considered. At the time of writing this report the Insurance Council of New Zealand (ICNZ) are
reporting in excess of 107,000 insurance claims with approximately 53,000 relating to residential dwellings. For NZCRS this
has been directly reflected in demand for support with Q2 2023 seeing 494 new cases into the service, above the Q1 2023
level of 480 new claims, both quarters up significantly from 2022 with Q2 up 75% compared to Q2 2022 and Q1 2022 up

71% compared to 2023. During the quarter NZCRS opened more cases than were closed with 494 opened and 201 closed
respectively.

As can be noted from the graph below, the first quarter of 2023 was dominated by one touch or simple advisory claims
going through the service with 91% of claims closed during the quarter compared to Q2 2023 with only 49% of claims being
closed. This indicates that claims coming in during the second quarter have increased in complexity with a larger number
requiring case management services from NZCRS. It is expected that this trend will continue in the coming months as
homeowners affected by these disasters work through their insurance and complex land claims.

Registered vs Closed Cases - All Events
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As can be noted above the demand from the CES continues with 116 opened for the period and 106 closed. This is now a
fairly consistent trend and compares to Q2 2022 where the Greater Christchurch Claims Resolution Service (GCCRS) opened
119 new claims and closed 134. The CES demand remains consistent and strong, despite nearing the 13-year anniversary
for this event. The average claims opened per month for Q2 were 38.6 only slightly below the previous 12-month average
of 39.9. The single remaining claim for the 2021 Westport Flooding event was closed during the quarter, although a new
claim has now been registered. NZCRS expects the high demand levels from Cyclone Gabrielle and Auckland Flooding to

1Q1 Jan-Mar, Q2 Apr-Jun, Q3 Jul-Sep, Q4 Oct-Dec
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increase over the coming months, particularly as NZCRS increases its profile with the marketing strategy outlined below in
phase 3.

Demand for support for the 2022 Nelson Flooding event has started to peak with land settlements now being presented to
homeowners. NZCRS staff have been on the ground in Whakata/Nelson, Te Tauihu-o-te-waka/Marlborough over the past
quarter supporting homeowners in their engagements with insurers.

During Q2 NZCRS has been focussed, amongst other things, on recruitment and retention of staff along with the
development of an integrated marketing and advertising campaign. These work streams ensure NZCRS can reach out to
those homeowners who need our help and then meet the needs of those homeowners as they come into the service.

Phase One of the rollout is now complete with two NZCRS staff agreeing to temporarily relocate to the affected areas. One
Case Manager has relocated to the Te Matau a Maui/Hawke's Bay along with a new secondment from within MBIE and a
new external recruit who started in June 2023. One Case Manager is in the process of relocating to Tamaki
Makaurau/Auckland and one new external Case Manager will start in July. In Otautahi/Christchurch the team has been
strengthened with two new Case Managers to backfill the relocations to the North Island starting in June and one new Case

Manager starting in July. This team has also been strengthened with a secondment from MBIE in a Personal Assistant/Team
Administration role.

Phase Two will see up to four new Case Managers starting in Tamaki Makaurau/Auckland during late August, 1 new Case
Manager in Te Matau a Maui/Hawke's Bay and the establishment of a new Team Leader Support role to support the call
centre, finance and administration support functions in Otautahi/Christchurch. By the end of August 2023 NZCRS is
expected to have doubled its staff capacity to deal with the new events.

Phase Three will see a significant marketing campaign across the motu to ensure that homeowners who need to use the
service know it exists and how to access it. This will include community-based outreach into the affected regions.

Open Cases Monthly Development - All Events
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In June 2023 NZCRS reached a key milestone of over 5,000 claims registered with the service (including GCCRS). As at the
30t of June 2023 NZCRS has now registered 5,143 cases into the service, closed 4,126 and reached a new peak of 1,017
open claims. This is the first time that NZCRS has had more than 1,000 open claims since a very short period in early 2021.

Key to these case numbers is the impact on staff and in particular Case Managers. Prior to the North Island weather events
caseloads averaged at 66 per Case Manager in September 2022 and 65 in December 2022. This number peaked during June
2023 at circa 90 per Case Manager (one Case Manager at 114), well above the long-term average. New staff noted in
phases one and two above have now reduced these case load levels and will reduce further with the addition of new staff

still to come on board. Marketing strategies will be managed to support the ongoing maintenance of caseloads going
forward.
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Whilst we have noted a significant increase in the number of cases registered in Q2 2023 at 494, there has been a
corresponding weaker closure rate of 201. Whilst this is above the same period last year of 147, it is well below the Q1
2023 rate of 439 closed claims. As noted above the majority of new demand during Q1 2023 was related to the Auckland
Flooding event whereas the Q2 2023 demand showed the impact of Cyclone Gabrielle. The reduced closure rate between
Q1 and Q2 2023 was however not consistent across events with the CES down 5%, Nelson Flooding up 68%, Auckland
Flooding down 71% and Cyclone Gabrielle down 65%. This suggests that the overall demand on Case Managers has had a
broad impact across the service but in addition the increased complexity of Auckland Flooding and Cyclone Gabrielle is
resulting in more case management and less simple advice being delivered. It will be important to monitor this effect over
the coming quarters to ensure the demand on Case Managers returns to more manageable levels. It is interesting to note
the large proportional increase in Nelson Flooding claim closure rates which is a direct consequence of the increase in land
settlements being presented to homeowners. This event is now 11 months on suggesting the peak for the North Island
demand may be in late 2023 or early 2024.

The reduction in the number of cases closing as “Information/Support Provided” from 346 cases in Q1 2023 to 120 cases in
Q2 2023 provides further support to the assumption made above that the decreased closure rate is likely due to the
increased complexity of claims.

Outcomes of Closed Cases Q2 - All Events
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During Q1 2023 it was noted that 16% of claims with NZCRS were registered prior to 2021. It is pleasing to see this number
has dropped significantly to 11% for Q2 2023. Claims registered in 2020 are down 3% with claims in 2019 down 2%. This is
a significant achievement and down to the work being undertaken by Case Managers and in particular the Manager Case
Resolution who remains focussed on CES claims and in particular our aged claims. This is even more significant when you
consider the overall demand on staff and that these are often the most complex claims in the system often requiring the
most case management to reach resolution. NZCRS and Toka Ta Ake EQC continue to operate regular claims clinics where
claims are openly discussed and resolved. NZCRS also continues to engage with both Toka Tt Ake EQC and Southern
Response at the Chief Executive and Director level to ensure the ongoing collaboration of the entities.

Age of Open Cases by Year Registered
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Natural Disaster Recovery Panel

ENZ’s Christchurch Expert Panel will become the Natural Disaster Recovery Panel on 1 August 2023. ENZ received 78
applications, with 45 moving to the evaluation stage. These 45 had met regional and Chartered Professional Engineer
registration requirements and were allocated to the technical evaluation team for review. Following the technical review, a
cross-stakeholder evaluation panel met, consisting of legal, insurer and homeowner representatives. NZCRS also attended
this meeting.

11 new members were appointed by ENZ with both geotechnical and structural engineering expertise and spread
geographically across the motu:

e  Three will be based in the Tamaki Makaurau/Auckland region,
e  Two in Te Matau a Maui/Hawke's Bay,
One to cover Waikato, Te Moana a Toi/Bay of Plenty, Tairawhiti/East Coast,
One to cover Taranaki, Manawatu-Whanganui,Poneke/Wellington,
e  Three to cover Whakata/Nelson, Te Tauihu-o-te-waka/Marlborough and Te Tai Poutini/West Coast, and
e  One to cover Otago/Otakou, Murihiku/Southland and Rakiura/Stewart Island.

16 of the current Christchurch Expert Panel will continue on with the national panel and are already geographically spread
across Otautahi/Christchurch, Tamaki Makaurau/Auckland, Waikato and Taranaki.

A training and induction workshop with the expanded panel will take place late July to provide members with an
understanding of the NZCRS and the context of natural disaster insurance claims from a legal, regulatory and technical
perspective. NZCRS will present at this workshop along with a member of our Canterbury Homeowner Advisory Group to
speak to the homeowner’s experience.

Legacy Project

In 2022 the Engineering Advisory Group (EAG) asked NZCRS to develop legacy documentation for engineering services to
support homeowners, insurers and engineers involved in residential damage assessments resulting from natural disasters,
capturing and consolidating the key process elements and documentation from the CES residential repair and rebuild
experience for future events. The documentation was intended to also include guidance for service administrators in
setting up an expert panel, after a future significant event.

The development of the legacy documentation was broken down into stages:

Stage One
- Establish a working group, comprising 1 EAG member, 2 Panel members and the Panel Advisor
- Identify cross party stakeholders

Stage Two
- Develop Letters of Engagement templates for other natural disasters
- Incorporate lessons learnt to develop briefs/instructions for engineers providing advice
- Develop briefs/instructions for setting up an expert panel service after a significant event
- Targeted consultation with stakeholders

Stage Three
- Working group final review
- Present to enduring committee

NZCRS funded this project and stakeholder consultation is currently underway with a review of the documentation that has
been put together. NZCRS would like to take this opportunity to thank ENZ and those involved with this project.

6) Wellbeing

NZCRS has established a bespoke wellbeing service for homeowners affected by the CES, see attached Appendix 1 for the
latest report.

All existing staff for NZCRS have now completed the Mental Health First Aid Responder recertification and the Trauma
Informed Care course. All new fixed term staff will complete the Trauma Informed Care course as will the new members of
the ENZ Natural Disaster Recovery Panel.
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Ta Ake EQC to provide visibility on the liability of on sold cases that are not eligible Toka Tt Ake EQC managed On Sold
Programme remains an issue for NZCRS and has been escalated to CEO level in the organisation. NZCRS and Toka Tu Ake
EQC are working through specific examples to move the issue forward.

Toka Ta Ake EQC Open Cases at End of Month - CES
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7.2) 2021 Westport Flooding

As previously stated NZCRS closed the last case in Westport during Q2 but has now had another new claim opened.

Outcomes of All Closed Cases - Westport
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7.3) 2022 Nelson/Marlborough/Golden Bay Flooding

As at the 30™ of June 2023, NZCRS has received 149 cases into the service from this region and have resolved 88. NZCRS
Lead Case Manager returns to the region frequently to provide on the ground support and attending meetings with
navigators, insurers and homeowners. Joint settlement meetings involving both the insurer and NZCRS have proven
successful and good for the homeowners’ wellbeing and ability to hear and process sometimes difficult news.

NZCRS has increased escalations to insurers as geotechnical and loss adjusting resources have been focused on the
Auckland response. Homeowners have experienced a breakdown of communications as a result of this.

The reality of land settlements is starting to hit with some homeowners able to start the process of engaging experts to
design the remediation of land and building. Others have been settled via valuation of damaged land and now have to
consider how they can do the most to remediate damage with a budget, often substantially less than what is needed. This

creates a lot of uncertainty for these people as they try to understand their obligations and how best they can retain any
ongoing cover for their land.
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Ongoing land movement and little to no access for heavy machinery is making reinstatement options for homeowners in

Kenepuru Sound limited. Settlements are low in value due to valuations. NZCRS are supporting homeowners impacted by
these complexities.

NZCRS has noted significant changes to ongoing insurance cover for some homeowners in Te Tauihu-o-te-

Waka/Marlborough Sounds. This has included increased exclusions, significant excesses (up to $10,000) and in some cases
300% increases in premiums.

Registered vs Closed Cases - Nelson
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Outcomes of All Closed Cases - Nelson
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7.4) 2023 Auckland Flooding

NZCRS has been on the ground in Tamaki Makaurau/Auckland over the past quarter attending community hubs throughout
the region including Glenfield, Muriwai, Piha, Mt Roskill, Titirangi and Mangere. A Lead Case Manager has been appointed
whom will be based in Tamaki Makaurau/Auckland along with an additional Case Manager who commences her role in July.

NZCRS has been discouraging homeowners from accepting full and final settlements without seeking independent advice or
support. In addition, NZCRS is working with homeowners commencing repair works to ensure they understand all the
issues, particularly the impact of a potential council buyout processes. Managed retreat and understanding councils’
liability are common themes homeowners are seeking NZCRS assistance on. Auckland Council have been employing
Navigators to work with homeowners of affected properties, NZCRS is focussed on ensuring strong linkages with these
individuals. Referrals to the NZCRS have started coming through direct from this service. NZCRS will meet with the
Navigators in the coming months to speak to their experience and provide an overview of the service offerings.
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Executive Summary

The third quarter of 2023 has been one of consolidation as NZCRS has worked to meet the demand from the North Island
weather events of earlier in the year. NZCRS has focussed on training these new staff and engaging across the motu to
allow us to connect with communities and iwi affected by the natural disasters. Now six months into the new service,
overall demand has remained strong and we are focussing on ensuring the average number of cases per Case Manager has
moved into a more manageable level.

NZCRS notes a small downward trend in the number of cases coming into the service but perhaps most pleasing is the
increase in the number of cases being resolved and closed. This is most notable in the Canterbury Earthquake Sequence
(CES) where NZCRS closed more cases than it opened during the quarter and turned around what has been a difficult trend
over the past few quarters. This is despite an increase in the number of CES cases coming in during this quarter. The
impact of the Auckland Flooding event remains with 146 new cases opened and only 77 cases closed. As noted in the
report this indicates a move away from simple ‘one touch’ cases towards more complex cases requiring hands on, case
management services. Demand from Cyclone Gabrielle appears to have peaked with 89 new cases in for this quarter
compared to 176 in quarter 2.

Satisfaction with NZCRS services remain solid with 91% of homeowners who responded to our exit survey in September
2023 indicating they would recommend NZCRS to others. Slightly lower than June 2023 result of 92% but still significantly
higher than the operational target of 75%.

NZCRS has completed a review of its oldest cases (aged cases) that entered the service before December 2020 and is
pleased to see a steady reduction. It is noteworthy that during the previous quarter, 33% of all aged cases were closed
within NZCRS representing 25% of cases prior to December 2019, 42% prior to 2020 and 28% prior to 2020. This will remain
a key focus for NZCRS over the coming months.

Work continues at pace across the motu with NZCRS having open cases in 13 of the 16 regions. Particular focus during Q3
2023 has remained on Whakata/Nelson, Tairawhiti/Gisborne, Ahuriri/Napier and Tamaki Makaurau/Auckland and Te Tai
Tokerau/Northland. NZCRS has engaged with multiple hapori/communities, councils and stakeholders and will look to
consolidate these relationships during the 4™ quarter.

1 would like to take this opportunity to recognise the staff and whanau of NZCRS who have continued to deliver above and
beyond over the past quarter. The staffs’ commitment and dedication during this difficult time has been humbling and has
allowed us to support hundreds of homeowners with resolution of their cases and perhaps more importantly, their
wellbeing.

Darren Wright mnzm

Director, NZCRS
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1) NZCRS Overview Q3* 2023

Demand for NZCRS services during Q3 2023 has remained strong, although lower than the peak in Q1 2023 where NZCRS
experienced very high demand from the initial response to the Auckland Flooding and Cyclone Gabrielle weather events.
What is notable is the downward trend, albeit small, since the beginning of the year in new cases coming into the service
and an upward trend in the number of cases being closed. This trend will likely be affected in the coming quarters as

homeowners move into the final stages of scoping and repairing and as NZCRS begins its marketing campaign (see item
9.4).

Registered vs Closed Cases - All Events

300
250
200
150
100
50
0
§ & & =5 & & & 5 5§ = 2 §
e Registered e Closed
Q3 Case Movement by Event
Other ‘711
2023 Cyclone Gabrielle m 89
2023 Auckland Flooding - | —— 116
2022 Nelson Flooding -22 30
2021 Westport Flooding I(}
2016 Kaikoura Earthquake H 6
Canterbury Earthquake Sequence 125 138
0 20 40 60 80 100 120 140 160

M Closed M Registered

Demand for the NZCRS continues to be heavily impacted by the Auckland and Cyclone Gabrielle weather events along with
the Canterbury Earthquake Sequence (CES). The number of new cases into the service during the 3™ quarter of 2023 was
399, down from Q2 2023 of 494 and Q1 2023 of 480 new cases. Demand from the CES is up for the third quarter in a row
with 125 new cases compared to 116 in Q2 and 107 in Q1. Incoming Auckland Flooding cases remains consistent with 146

new cases compared to 141 in Q2 and Cyclone Gabrielle cases showing a significant decline at 89 new cases compared to
the 176 in Q2.

Closure rates are trending up across the service with 318 cases closed during the 3 quarter up from 245 in the 2" quarter.
What is perhaps most pleasing is that during Q3, the NZCRS closed more CES cases than were opened with 125 new cases
opened and 138 closed. This reflects the new staffing levels coming on board and the release of CES based staff away from

1Q1 Jan-Mar, Q2 Apr-Jun, Q3 Jul-Sep, Q4 Oct-Dec
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North Island events response. The impact of the Auckland Flooding cases is most stark when you consider that 146 new
cases were opened and only 77 closed. This indicates that we are moving into a new phase with Auckland Flooding where

the complexity of the cases are changing with the simple ‘one touch’ cases are being replaced by more complex cases
requiring case management.

It is also encouraging to see the one-year anniversary of the 2022 Nelson flooding event coincides with a reduction in the
number of new cases down from 47 last quarter to 22 this quarter although the closure rate has also slowed with 38 in Q2

down to 30 for this quarter. The flow of land settlements continues in Whakati/Nelson with closure rates expected to
increase in the coming Q4.

As per the previous Director’s Report, NZCRS has now completed Phase 2 and is currently in Phase 3 of its response with
marketing underway and additional staff now on board. The Team Leader Support role has now been filled and Case

Manager roles are now filled across the motu. One Case Manager role in Tamaki Makaurau/Auckland is currently on hold
subject to the impact of the upcoming increased marketing.

Open Cases Monthly Development - All Events
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The upward trend in the number of open cases has continued as per above although the curve has started to level off.

When comparing this data over the previous twelve-month period the impact of new events and the overall mass of cases
from the CES become evident.
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Whilst this overall level has increased it is encouraging to see the impact of the new Case Managers coming on board with
the average caseload reducing during Q3 to 67 cases per Case Manager down from its peak in Q2 of 81 cases (see below).
The maximum number of cases has also decreased from 114 cases in Q2 to 91 cases in Q1. At the time of writing this
report, the peak has continued to decrease and now stands at 83 cases. The average of 67 cases per Case Manager is
deemed manageable by NZCRS and compares to the pre-weather events of 65 in December 2022 and 66 in September
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Outcomes of Closed Cases Q3 - All Events
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As per the request of the NZCRS Advisory Committee meeting it is noted that two cases from the CES event were declined
by Toka Ta Ake EQC accounting for 0.6% of cases for the quarter. This is where NZCRS has referred a case to Toka Tu Ake
EQC, who after a full review, have declined the claim. This compares to 11 cases or 3.5% that were not referred through to
Toka Ta Ake EQC as no further damage could be identified by NZCRS. These cases represent those cases where NZCRS
reviews the claim and informs the homeowner that we do not see recourse for a claim with Toka Tu Ake EQC. This data
suggests that the triage process being undertaken by NZCRS staff is working well and identifying natural hazard damage,

Note the ‘aged cases’ are covered in detail further on in this report in response to a specific query from the NZCRS Legal
Advisory Group.

Age of Open Cases by Year Registered
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The average time cases are with the NZCRS gives further evidence of complexity. Notable is the increase in
Whakata/Nelson cases up to an average of 77 days in Q3 from 63 days in Q2 and Cyclone Gabrielle cases up from six days in
Q2 to 23 days in Q3. This again supports the conclusion of increasing complexity across the motu as the land cases progress
and are worked through in Whakata/Nelson.

It is expected that Auckland Flooding and Cyclone Gabrielle cases coming into the service will continue to increase over the
coming quarters as the impact of land categorisation in the regions is felt. Due to the complexity of land categorisation
homeowners are encouraged to consider the best timing for the repair of their properties pending clarity of land outcomes.
This may mean cases remain with the NZCRS for longer as homeowners look for ongoing support.
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In looking at these in more depth we can see where these cases are sitting in the overall settlement landscape. NZCRS has
broken the cases into the following categories:

1. CM Negotiating offer (5) —informal negotiations to move a matter forward/negotiated cash settlement offer.

2. Gathering information (35) — This can involve gathering expert reports, preparing scopes of works, costings,
background information and so on.

3. Legal (10) — Where an owner is obtaining legal advice or is otherwise seeking assistance on a legal issue.

4. Preparing for closure (4) — Where the issue is resolved but some further work is required by NZCRS such as
making sure paperwork is executed.

5. Providing Assistance (3)— Ongoing assistance to a homeowner — such as during the construction phase.

Review and Preparation (13)— Once information is gathered, preparing a claim for the next step.

7. Treasury On Sold Programme (23) — Case is in the Treasury On Sold Programme but NZCRS is offering support.

o

The cases continue to be complex with the largest category being “Gathering further information” at 37.6% which means
some form of further technical input is being sought for these cases. This can be experts such as structural or geotechnical
engineers or building surveyors required for the homeowner to reach agreement with Toka Ta Ake EQC or an insurer. It is
worth noting that this information, once obtained, will still then require a scope of works or costing to be completed before
any final quantum of dispute can be finalised. These inputs are also often required to reasonably enter a dispute resolution
process such as IDRS or the Tribunal. Those cases in the Treasury On Sold Programme continue to work their way through
the service with 24.7% of aged cases being in the Programme. NZCRS expects this number to decrease in the coming
months as a number of cases work towards finalising their repair strategies.

10 cases or 10.7% of aged cases are seeking legal advice either from Community Law or through external legal services with
13 or 13.9% currently gathering information so as to prepare the claim for next steps. NZCRS will continue to work through
all aged cases and monitor them closely to consider settlement or dispute resolution options appropriate.

As stated above the split between on sold cases and BAU (owned at the time of the event) cases remains steady for the
quarter with 237 BAU cases as at the 30" of September 2023 and 300 on sold. The proportion of On Sold vs BAU has now
remained steady with the average proportion of on sold cases over the past 12 months being 55% compared to the Q3
proportion at 56%. Perhaps the most critical fact in this analysis is that NZCRS continues to receive a large number of cases
from homeowners who were impacted by the 2010/2011 events and have not yet managed to settle their cases. Over the
past 12 months NZCRS has received 226 new cases into the service that were BAU at an average of 18.83 new cases per
month. This high number goes a long way to explain why the complexity of overall cases is increasing for NZCRS as these
cases often have multiple technical reports and in some cases 3-4 different engineering reports.
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8.4) 2023 Cyclone Gabrielle

As at the 315" of September 2023, NZCRS has received 401 cases into the service from this event and has resolved 225

cases. NZCRS over the quarter completed recruitment for the locally based team, with a Lead Case Manager and three
Case Managers now on the ground.

Category 3 land announcements were released in Te Matau a Maui/Hawke's Bay in September. NZCRS has been working
with Te Matau a Maui/Hawke's Bay District Council, Recovery Minister, lwi, Ministry of Social Development and Wairoa

Council to continue supporting homeowners and ensuring their insurance entitlements are met so they can make informed
decisions.

Although the whanau have their own way of dealing with the pressures of insurance cases and NZCRS have support services
in place, the continued unpredicted weather events with the forecast of a drought this summer is going to have a major
impact on the communities in this region. NZCRS is very conscious of this and has deliberately included the conversation in

all interactions with whanau. NZCRS continues to reach out to local organisations to ensure it has a good understanding of
the services available to whanau.

Registered vs Closed Cases - Cyclone Gabrielle
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Monthly enhancements are being rolled out across the service to meet new system demand and develop the service
offering to its national focus.

9.4) Marketing Campaign

During the past quarter NZCRS has carried out a low level marketing campaign focussed on areas affected by the North Island
weather events, particularly in Tamaki Makaurau/Auckland, Te Tai Tokerau/Northland, Te Matau a Maui/Hawke's Bay and
Tairawhiti/Gisborne. This marketing has focussed on social media platforms to get the basic message of support into the
regions.

During the fourth quarter of 2023 NZCRS anticipates a step up in our presence in the market to build awareness of NZCRS
services and to develop a full suite of promotional assets including advertising, print and video collateral.
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Executive Summary

The fourth quarter of 2023 continued the consolidation of NZCRS as we have worked to meet the demand from the North
Island weather events and the ongoing requests for support from the Canterbury Earthquake Sequence (CES) and Nelson
flooding events. Overall demand has reduced over the period with 343 new cases into the service compared to 399 in the
3rd quarter and 494 in the second quarter of 2023. NZCRS is now managing 1,095 cases in 12 of the 16 regions across the
motu with 4,790 closed.

Whilst we note the downward trend in the number of cases registering with the service it is pleasing to see an increase in
the trend of homeowners moving forward and having their cases closed with NZCRS. During Q4 2023 NZCRS closed 303
cases compared to 317 in Q3 2032 and 245 in Q2 2023. When the impact of the holiday season is considered this is a great
result. Perhaps even more pleasing is the overall downward trend in CES cases with 119 opened for the quarter and 126
closed. The ongoing strength of CES cases being registered with the service continues to surprise when we note the 13t
annivsary of the event is in February 2024.

The high level of homeowners being settled with interim cash payments from the North Island events has influenced this
quarters numbers with 41% of all cases closed as “Agreement reached- cash settlement”. This report notes how new
policies are having an effect on these outcomes and the importance of homeowners seeking independent advice before
signing any agreements.

Aged cases have remained a key focus area for NZCRS during this quarter. This report looks into the progress in this area,
including the ongoing reduction in the number of cases that joined the service between 2018 and 2021. Whilst this
progress is pleasing to note the overall time cases are spending in NZCRS has started to increase. This suggests that cases
coming in after 2021 are increasing in complexity and new cases from the North Island weather events are now requiring
case management resources. This report undertakes a deeper dive into Toka Ta Ake EQC cases in the service and the
challenges that exist for those cases that are on sold. Of the 183 cases still with NZCRS since 2021, 141 are with Toka Ta
Ake EQC and of those 73 are for homeowners who owned their house at the time of the earthquake and have been trying
to settle their claim for between 2 and 6 years.

Satisfaction data remains strong with 88% of homeowners reporting that they “would recommend NZCXRS to others”.
Whilst this is pleasing and well above our KPI of 75% it is down slightly form the 91% in Q3 2023 and along with the lower
wellbeing score suggests some ongoing monitoring and focus will be needed in the coming quarters.

Marketing for NZCRS continues across the motu with specific focus on growing awareness of the service in Canterbury,
Auckland, Northland and the East Coast of the North Island.

1 would like again take this opportunity to thank the staff of NZCRS and the wider MBIE team who have supported the
service during this challenging time. The team’s focus on the homeowner at the centre of our service continues to deliver
for the people of New Zealand in their time of greatest need.

Darren Wright mnzm

Director, NZCRS
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1) NZCRS Overview Q4! 2023

Demand for NZCRS services during Q4 2023 continues to decline in line with expectations with 343 new cases into the
service compared to 399 in Q3 3023 and 494 in Q2 2023. NZCRS is now managing 1,095 cases with 4,790 closed. The
number of closed cases peaked in October 2023 with 122 closed in the month with the overall quarter showing 303 cases
closed. This compares to Q3 2023 at 317 cases closed and Q2 2023 at 245. Itis pleasing to see the gap between new cases
opening and closing getting narrower with 85 new cases opened in December 2023 compared to 83 closed. December is
always a challenging month with homeowners and insurers focussing on the holiday season although the impact on 2023 of

the North Island weather events are clear when we note an overall increase in new claims of 193% when comparing
December 2022 to December 2023.
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Demand for the NZCRS continues to be heavily impacted by the Auckland Flooding and Cyclone Gabrielle weather events
(203 new cases) although the ongoing strength of the Canterbury Earthquakes Sequence (CES) cases continues to surprise.
The number of new cases into the service during the quarter for the CES was 119 compared to 125 in Q3 2023 and 116 in
Q2 2023. CES cases have consistently averaged 40 new cases per month since August 2021. This ongoing strength in new

cases and the often extremely high levels of complexity now 13 years after the event add to a challenging and busy
portfolio.

1Q1 Jan-Mar, Q2 Apr-Jun, Q3 Jul-Sep, Q4 Oct-Dec
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Whilst closure rates were trending up during 2023, we note a slight decline in Q4 2023 with 303 cases closed compared to
345 in Q3. Total open cases (1,095) have now been above the 1,000 level since June 2023. It will be important to note any
impacts of the marketing campaign carried out during both the 4™ quarter of 2023 and the 1%t quarter of 2024.

Most encouraging for the service is that despite the high complexity of CES cases, more were closed during the quarter
than were opened with 126 closed and 119 opened. This reflects the excellent work being undertaken in the CES space and

the impact of more staff availability through the increased funding. This continues the trend noted in the previous report
with 138 cases closed for the CES during the 3™ quarter and 125 opened.

The Nelson event is now clearly in its final stages with nine new cases opened during the quarter and 27 closed. The

expected increase in case closure noted in the previous report has been realised and we anticipate seeing the majority of
Nelson cases closed out during the first two quarters of 2024.

As per the previous Director’s Report, NZCRS is now well into Phase 3 of its response to the North Island weather events
with marketing underway (see later in report) and all additional staff now on board. One Case Manager role in Tamaki

Makaurau/Auckland will not be recruited due to the lower than expected demand and more efficient NZCRS processes that
have been put in place.

Open Cases Monthly Development - All Events
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As noted above the upward trend in the number of open cases has continued albeit we now note a flattening of the curve

as we start to get ahead of the new cases coming in. It is expected that this curve will continue to flatten during the first
quarter of 2024 with significant declines in the 2™ and 3™ quarters.
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Whilst the overall number of cases under management has increased it is encouraging to see the impact of the new Case
Managers being bedded into the NZCRS kaupapa with the average caseload reducing during Q4 to 60 cases per Case
Manager down from its peak in Q2 of 81 cases (see below). The maximum number of cases has also decreased from 114
cases in Q2 to 75 cases in Q4. At the time of writing this report, the peak has continued to decrease and now stands at 69

cases. The average of 60 cases per Case Manager is manageable by NZCRS and compares to the pre-weather events of 65
in December 2022 and 66 in September 2022.

Case Manager Caseload
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It is noteworthy that NZCRS continues to receive cases from across New Zealand with 12 cases registered for the service not

related to one of the major events above. These have ranged from Wellington to the Waikato and reinforces the fact that
NZCRS is now managing claims in 12 of the 16 regions across New Zealand.

Open Cases Monthly Development By Event
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Registered Cases Monthly Development By Event
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The reducing trend in the number of cases entering the service from Cyclone Gabrielle continues with 20 cases registered in
December 2023 compared to the peak of 83 in May 2023. NZCRS staff in the East Coast are now supporting the Auckland
team by taking on claims from that event, whilst also providing ongoing support in the East Coast. Itis likely that this trend
will continue although the localised impacts in areas such as Wairoa remain a key focus for NZCRS (see later in this report).
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The impact of complexity is evident when considering the outcomes of closed cases (see graph below). “Cash settlements”
accounted for 41% of all closed cases in Q4 up from 32% in Q3 and 22% in Q2. This reflects the impact of settlements from
the North Island weather events as insurers look to pay the costs of the repairs rather than undertake a managed repair
programme. The changing nature of insurance policies in New Zealand are having a significant impact with the IAG group
now largely operating “to pay” policies. These policies do not often give the insurer the right to choose the repair method
and require the homeowner to largely manage the repair. NZCRS is working on messaging such as brief videos and online
content to support homeowners through this process, including understanding their rights and obligations for settlement of
these claims. NZCRS notes the increase in the number of homeowners being presented settlement agreements for these
cash payments and the inherent risks that exist for homeowners. Whilst this appears to be limited to one insurer NZCRS is
monitoring these settlements and strongly advise all homeowners asked to sign agreements to seek independent advice
before doing so. Focus will also need to move to the loss adjusting processes being utilised as these are often not in sync
with the insurance policies being settled. For example, we have noted loss adjustors in the North Island insisting that
homeowners repair to their assessment of the damage rather than the homeowner engaging their own experts to assess
the damage. This can lead to confusion and delay as homeowners wait for the loss adjustor to produce a scope and costing
rather than presenting their own scope and costing to the insurer. It should be noted that most of these cash settlements
are interim payments by the insurer may result in cases coming back into the service during the repair stage or new cases
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coming in due to missed scope or insufficient repair funds. It will be interesting to see if this results in a longer tail for
NZCRS to these weather events compared to previous events such as Nelson, Westport and Edgcumbe. Closed cases where
“information/support provided” reduced to 23% in Q4 compared to 49% in Q2 and 30% in Q3. This reinforces the anecdotal
evidence already discussed in this report that we are seeing a move away from simple ‘one touch’ cases where advice is
given, to more complex cases where NZCRS is involved in case management to support the homeowner. As with the
previous quarter the number of cases who register with the service then, despite multiple efforts by staff, never re-engage
to provide a consent form (“no consent provided”) remains high at 13.5%. This category has risen from 3.2% of all closed
cases in Q2 although is slightly lower than 15.4% of all cases in Q3. When looking into this data further it is evident that the
impact has been from Cyclone Gabrielle (4.6%) and Auckland (5.9%) with the balance being the CES and other events
(3.0%). Work is ongoing to understand this increase and what is driving homeowners to contact NZCRS but then not take
their case with us further.

Outcomes of Closed Cases Q4 - All Events
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As per the request of the NZCRS Advisory Committee it is noted that three cases from the CES event were declined by Toka
Ta Ake EQC accounting for 0.9% of cases for the quarter. This is where NZCRS has referred a case to Toka Ta Ake EQC, who
after a full review, have declined the claim. This compares to 15 cases or 4.9% that were not referred through to Toka Tu
Ake EQC as no further damage could be identified by NZCRS. These are cases where NZCRS completes a review and informs
the homeowner that we do not see recourse for a claim with Toka Ta Ake EQC or the insurer. This data suggests that the
triage process being undertaken by NZCRS staff such as ENZ Initial Reviews is working well and identifying natural hazard
damage where appropriate. 99.1% of all cases referred to Toka Tu Ake EQC or the insurer during Q4 2023 were accepted
and received some form of settlement.
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The age of cases in the service gives NZCRS key markers of performance of the system and our ability to keep claims moving
through potential blockages. This has been a focus area for NZCRS during 2023 and shows good progress. Between January
2023 and December 2023, the number of cases that entered the service in 2018 reduced by 18%, 2019 by 38% and 2020
cases by 40%. This is an excellent achievement although it does mean we still have nine homeowners from 2018 and 26
from 2019 that are still to settle their claims.

Whilst the aged cases have continued to reduce the overall time taken in the service has increased across the events. The
CES is up 1.3%, Kaikoura up 11.3%, Nelson up 20.8%, Auckland up 75% and Cyclone Gabrielle up 86.9%. These increases
broadly reflect the move away from the simple “one touch” cases as noted previously and the need to case manage what
are now more complex cases presenting to the service.

As noted in the previous report Auckland Flooding and Cyclone Gabrielle cases coming into the service continue to increase
as the impact of land categorisation in the regions is felt. Due to the complexity of land categorisation homeowners are
encouraged to consider the best timing for the repair of their properties pending clarity of land outcomes. This may mean
cases remain with the NZCRS for longer in these regions as homeowners look for ongoing support.

Average Time to Resolution of Closed Cases
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2) Exit Survey

NZCRS continues to monitor its key performance indicator (KPI) through a survey of homeowners who have used the
service and their case has been closed. It is important to note that this survey is only issued to homeowners who return a
consent form, are actively managed or given advice by the service and only when their case in the NZCRS system is closed.
Homeowners who only receive high level or “one touch” advice such as in a community hub or over the phone are not
currently issued with a survey. NZCRS remains focussed on the homeowner being at the centre of what we do and has
taken a view that asking a homeowner to complete a survey when they have only sought high level advice, or they are still
very much living in the event, is not in the best interests of the homeowner.

NZCRS Exit Survey

Questions Q3 Q4
1. 1 was able to make informed decisions because NZCRS

. . . . 86% 85%
provided me with the information | needed.
2. My Case Manager kept me informed of the progress of my 90% 85%
case.
3. My Case Manager acted in a professional manner. 91% 92%
4. My wellbejng has im'proved as a result of the 88% 69%
support/advice | was given by NZCRS.
5. I would recommend NZCRS to others. 91% 88%
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"Our Case Manager was very professional and incredibly helpful in getting us a resolution to a long drawn-out issue that had
been going on for a long time. We are so very grateful for his determination and ability to find the solution for what seemed
to be a hopeless situation."

- Otautahi/Christchurch homeowner

"Our Case Manager was superb. He was knowledgeable and responded to our questions immediately. He cleared our path
through the legal and engineering minefields and put us in touch with the experts we needed to talk with. He also put our
mind at rest when we had to make, to us, complex decisions such as who pays for what. He was able to tell us what was
normal and what was not. Without NZCRS and our Case Manager the whole process would be extremely stressful, slow and
unpleasant."

- Otautahi/Christchurch homeowner

"Our Case Manager was good at interpreting the technical/legal jargon used by Toka Ta Ake EQC staff. This improved our
understanding and reduced our stress levels. Our time with our Case Manager was greatly appreciated. Thank you NZCRS."

- Te Tauihu-o-te-waka/Marlborough homeowner

"I felt completely helpless dealing with my insurance company alone and didn't really know where to start or who to talk to.
I knew the settlement offer my insurance company fell a long way short of what | knew to be realistic but it wasn't until |
had my first conversation with NZCRS that | became clear of processes that | could go through to resolve all my unanswered
questions, | am eternally grateful for all of your help. Thank you!"

- Tamaki Makaurau/Auckland homeowner

"NZCRS have been awesome in helping us navigate a complex situation due to insurance and Toka Ta Ake EQC claims that
have arisen due to damage sustained during Cyclone Gabrielle. | have highly recommended to others to contact NZCRS if
they need help sorting out their insurance situations."

- Tamaki Makaurau/Auckland homeowner

"My Case Manager was very prompt in keeping in contact with me. Answered all my questions and queries and has been
helpful. This is a long drawn out process so | will be needing his ongoing services until the matter is resolved."

- Tamaki Makaurau/Auckland homeowner

"My Case Manager was super helpful and went above and beyond what was required in providing guidance around our
insurance claim. She tried as best as she could to get things actioned in a timely manner from both our insurance company
and Work and Income/MSD, followed up where things were at with us in a general sense then followed up our multiple
requests for information from government departments. While its yet to be seen whether those government departments
action her request, the thought is there and we feel we have at least one person on our side."

- Te Matau-a-Maui/Hawke's Bay homeowner

"They handled this matter very professionally and effectively. It was my surprise that it has been solved so quickly. | am very
pleased with the outcome, again, thank you so so much!!"

- Poneke/Wellington homeowner

4) Internal Dispute Resolution Service (IDRS)

With Toka Tu Ake EQC becoming the Natural Hazards Insurance Act from 1 July 2024, there is a requirement for the Act to
have a dispute resolution scheme. NZCRS were invited to submit a tender for this work and were advised in December 2023
that it was not the chosen provider. Public consultation is currently underway, and Toka Tt Ake EQC have expressed their
preferred supplier as being Fair Way Resolution. Public consultation on the scheme closes 6 March 2024.

In early 2024, NZCRS will finalise advice for its Minister on the dispute resolution mechanisms to be offered as part of its
service offerings. Mediation and determination services are currently only available for those impacted by the CES.

During the quarter, two mediations were held. There are currently two determinations scheduled for the next quarter.
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6) Wellbeing

NZCRS has established a bespoke wellbeing service for homeowners affected by the CES, see attached Appendix 1 for the
latest report.

The focus for NZCRS over the past quarter has been to get all new staff through the in-house wellbeing packages, including
the Trauma Informed Care workshop and the Self Care & Professional Practice workshops. All existing staff will have
completed refresher courses by the end of the first quarter of 2024.

NZCRS has now contracted with Te Whatu Ora/Health New Zealand, Pathways and local suppliers to deliver wellbeing
services in the North Island. The key components of the services mirror those provided to CES homeowners, including
phone-based triage, low level phone/internet-based support services, face to face support where needed and acute mental
health referral.

NZCRS through its Wellbeing Advisory Group discussed support services for the East Coast area, with the parties agreeing a
local provider should be appointed with an iwi-based focus, rather than Pathways. Te Kupenga Net Trust (TKNT) has been
identified by Te Whatu Ora as the appropriate provider. TKNT has now been engaged to provide support from 1 January
2024 — 30 June 2024.

7) Engagement

NZCRS’s Iwi Liaison continued engagement work this quarter, working with iwi in Tamaki Makaurau/Auckland, Te Matau a
Maui/Hawke's Bay and Northland. The lwi Liaison has been focussing on connecting with iwi across the motu that were
impacted by the weather events in 2023 and growing relationships.

The lwi Liaison has been working within the Building and Tenancy Maori Engagement and Capability team on the NZCRS
engagement strategy. Through ongoing engagement with iwi we are able to give first hand and on the ground knowledge of
how this best works and feed this back into the team.

In December 2023, the Iwi Liaison engaged with a number of Iwi and stakeholders in Tamaki Makaurau / Auckland, making
meaningful connections as well as educating them on what NZCRS provides as a service. This included a meeting with Te
Puni Kokiri Director who has vast knowledge and contacts within the area.

In the past quarter formal engagements included Ngati Whatua, Te Kawerau a Maki and Ernst & Young Tahi Limited.

8) Events

Whilst this report has focussed across the motu it is also important to look in some detail at each event currently being
responded to by the NZCRS. NZCRS has managed cases in 14 of the 16 regions across New Zealand with active cases in 12
of those regions. The numbers in each region below indicate the active cases as the 31st of December 2023.
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8.2) 2022 Nelson/Marlborough/Golden Bay Flooding

As at the 315" of December 2023, NZCRS has received 180 cases into the service from this region and have resolved 145. As

previously noted there has been a significant increase in the number of cases closed for this event with 27 cases closed and
only nine registered for the quarter.

Registered vs Closed Cases - Nelson/Marlborough/Golden Bay
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The case development now shows a clear downward trend with the remaining 35 cases expected to be resolved during the
first half of 2024.

Open Cases Monthly Development - Nelson/Marlborough/Golden
Bay
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NZCRS has a number of homeowners needing post-settlement support in this region. This is for a variety of reasons,
including:

1. Vulnerabilities and the capacity of the homeowner to move through the reinstatement phase of their claim
independently;

2. 2. Homeowners gaining and presenting quotes to insurers for review and top ups; and

3.

3. Homeowners needing clarification on implications of reinstatement and ongoing insurance cover.

NZCRS is concerned about a number of homeowners who are obligated (under the EQC Act settlement) to remediate and
mitigate further natural disaster damage but in doing so, attract a hazard notice (section 72-74 of the Building Act) as part
of those consented works onto their titles. This notice may result in future claims being declined by Toka Ta Ake EQC. This
creates a situation that by repairing the property the homeowner is potentially in a worse position than if they do not carry
out the repair. NZCRS is meeting with Toka Ta Ake EQC in early 2024 to better understand their process to ensure NZCRS
staff can advise and support homeowners appropriately. This issue will have a significant impact on a homeowners’
decision making in relation to reinstatement works and the future of the affected housing stock.

The Government extended the cost share offer to the Nelson City Council for up to 14 properties and a maximum of $6m as
well as additional temporary accommodation support. Access to the temporary accommodation commenced in October.
The worst affected homeowners who currently do not have financial or technically viable options to remediate their land
have welcomed the announcement and NZCRS has provided information to help council understand the issues these
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homeowners are facing. There are a small number of homeowners supported by NZCRS who have been informed that the
Nelson City Council is required to engage the community regarding the Government Buyout Programme as part of the

Long-Term Plan in March/April 2024. Although the potential programme is welcomed, the additional delay and uncertainty
is causing distress and financial strain on these families.

NZCRS now has a case manager permanently based in Nelson to provide on the ground support and attend meetings with
navigators, insurers and homeowners.

8.3) 2023 Auckland Flooding

Of the 592 cases registered with the service relating to the Auckland Flooding event, 371 have been closed with 221
currently being case managed. The majority of cases are being managed by the team based on the ground in Auckland.
Demand continues to be strong in Auckland with 123 cases opened during the quarter and 72 closed.
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Some Auckland residents, particularly those in the West Coast communities are experiencing similar hazard notices issues
to those noted above in the Nelson event.

There has been some media coverage of homeowners being notified at the time of settlement that they may not receive
future insurance although NZCRS is not aware of any specific examples. It is clear that insurers are not looking to offer
ongoing insurance to those homeowners of Category 3 land and that Category 2 will be dealt with on a case by case basis.
NZCRS has raised this with ICNZ and suggested individual insurers inform homeowners as soon as possible in relation to

ongoing insurance to ensure homeowners are able to make informed decisions before it comes to the settlement of their
claim.

NZCRS was made aware of some insurers trying to settle flood claims based on a loss adjustor’s estimate but informing
homeowners they can come back during the remediation phase. NZCRS is providing education to homeowners on how to
engage a builder, what fair and reasonable costs are under an insurance policy and continue to discourage homeowners
from accepting full and final settlement offers without first seeking independent advice.
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Open Cases by Issue Owner - Auckland
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8.4) 2023 Cyclone Gabrielle
As at the 31st of December 2023, NZCRS has received 481 cases into the service from Cyclone Gabrielle, has resolved 290

and has 191 cases open. It is pleasing to note that during November and December 2023 NZCRS closed almost as many
Cyclone Gabrielle cases than it opened with 41 opened and 38 closed.

Registered vs Closed Cases - Cyclone Gabrielle
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NZCRS noted common issues in Wairoa including lack of qualified trades along with challenges with process and
communication from local Councils. It is evident there is still work to do on the understanding of consequences to the
community when some are insured and some are not yet receive iwi/community funding. There are clear examples of
those not insured making quicker progress than those who carry insurance as a result of the community support for the un-
insured.

Category 3 announcements were released in Hawke’s Bay and Gisborne during the quarter. NZCRS remained focused on
supporting homeowners and ensuring their insurance entitlements are met so they can make informed decisions. Stress
and anxiety were reported in the Wairoa community whilst homeowners await confirmation of their land categorisation.
NZCRS is recommending homeowners settle their insurance claims on an interim basis to provide them with mortgage relief
whilst they await these outcomes, to reduce financial stress where possible. Settlements remain open subject to the repair
being carried out in a “reasonable” timeframe, including the ability to seek inflation related costs.

Shortages of builders and subtrades are beginning to have an impact on timeframes for repairs. NZCRS continued to engage
with local providers, councils and recovery agencies to find a solution to this. The NZCRS East Coast team is actively
engaging with builders/sub trades/drain layers/electricians to ensure homeowners receive the best outcome possible.
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9) Operational Update
9.1) Aged Cases

As noted earlier in this report NZCRS has now completed a deep dive into aged cases to understand the allocation of those
cases that have been with the service for more than two years.

Of the 183 cases that registered with NZCRS between 2018 and 2021, 77% or 141 are with Toka Ta Ake EQC, 8% are SRES
and 15% are third party insurers. What is also of note is the variability across the years with Toka Ta Ake EQC making up
44% of the 2018 cases, 54% of the 2019 cases, 74% of the 2020 cases and a large 87% of the 2021 cases. This suggests that
Toka Ta Ake EQC cases are not only taking longer to settle than third party insurers but that the issue is getting worse as
time goes on.
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In breaking the Toka Tu Ake EQC aged cases down further it is evident that a surprising number are for first time cases
where the homeowner making the claim is the same owner at the time of the CES. Of the 141 Toka Tu Ake EQC cases
registered over the period 51.8% owned the house at the time of the earthquake, 24.1% are in the Treasury On Sold
Programme (OSP) operated by Toka Tt Ake EQC and 24.1% were not owned at the time of the earthquake, are not in the
OSP but have valid business as usual (BAU) claims. This means that NZCRS are managing at least 73 cases that are first time
owners, are with Toka Ta Ake EQC and have been working with their claim for between 2 and 6 years. Another 68
homeowners who did not own their properties at the time of the earthquake are still working through their claims, noting
that half of these are in the OSP so may be going through the construction phase of their repair.

NZCRS is continuing to work on all aged cases to bring finality for the homeowner and the insurer or Toka Tu Ake EQC. This
includes considering what dispute resolution services might be available such as the Chief Ombudsman, IFSO, CEIT or IDRS.
NZCRS is currently supporting seven homeowners into the CEIT and knows of at least two homeowner’s who has chosen to
seek support from the Chief Ombudsman. Whilst NZCRS cannot support homeowners into a hearing it does set out to
homeowners all their options for resolution and will support them to prepare referrals where appropriate.
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9.2) Call centre

During the reporting period, 336 phone calls were answered by the call centre. Call volumes have increased significantly
since the launch of NZCRS although as with case numbers, have trended downwards in the last couple of quarters.
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9.3) Marketing Campaign

During the past quarter NZCRS has carried out a low level marketing campaign focussed on areas affected by the North Island
weather events, particularly in Tamaki Makaurau/Auckland, Te Tai Tokerau/Northland, Te Matau a Maui/Hawke's Bay and
Tairawhiti/Gisborne. This marketing has focussed on social media platforms to get the basic message of support into the
regions and to raise overall awareness of the service.

Suburbs targeted in Auckland during the quarter included Henderson, Mangere, Hillsborough, Mt Eden, Northshore,
Muriwai, Piha, Karekare and Titirangi.

Website data from 1 November to 10 December 2023 noted a total of 36,656 website views, 26,418 of which were from
Auckland and a somewhat surprising 5,792 from Canterbury.

During the first quarter of 2024 NZCRS anticipates a step up in our presence in the market to build awareness of NZCRS
services and to develop a full suite of promotional assets including advertising, print and video collateral.

9.4) 1SO Certification and QMS

Work continues towards gaining 1ISO9001 certification. Our focus has been documenting of work procedures to ensure
standardised approach and best practice achieved within the team. Priorities have been set and are reported in a tracking
tool to ensure timeframes are met.

9.5) Tim Grafton Retirement

NZCRS would like to take this opportunity to acknowledge the retirement of Tim Grafton from the role of Chief Executive
Officer of the Insurance Council of New Zealand. Tim has been involved with NZCRS in its many different forms of RAS and
GCCRS since the inception of the service in 2013, serving as a governance member during its establishment.

Tim’s commitment to the insurance industry of New Zealand has been immense with over ten years at the helm of ICNZ and
navigating significant disaster events such as the Canterbury Earthquake Sequence, 2016 Kaikoura Earthquake and most
recently the Auckland and Cyclone Gabrielle weather events.

Tim has always advocated for the homeowner to have support in the insurance process and the challenges faced by
homeowners when their most valuable asset has been damaged.

NZCRS would like to wish Tim well in his next endeavours and thank him for his support over the past 11 years.
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Executive Summary

The first quarter of 2024 closed out a quieter 12-month period for NZCRS with no new natural hazard events
over the period. NZCRS remains focussed on demands from the Auckland and Cyclone Gabrielle weather
events along with the ongoing demands from the Canterbury Earthquakes Sequence and Nelson flooding
events. Overall demand has reduced with 275 new cases into the service down from 343 in Q4 of 2023 and
399 in Q3 2023. NZCRS is now managing 1,071 cases in 12 of the 16 regions across New Zealand with 5,089
closed. During the 1 quarter NZCRS reached the milestones of over 6,000 cases registered and 5,000 closed
across NZCRS and the former entity GCCRS.

The increase in the number of homeowners able to move on with their repairs was pleasing during the period
with 299 cases closed across the motu, 135 closed in March 2024 alone, the highest closure rate since March
2023. Demand for services in the Cyclone Gabrielle area continued to decline with 27% more cases closed in
the period than were opened.

The proportion of claims being cash settled by EQC Toka Ta Ake and Insurers has continued its increase with
the number of homeowners needing simple information or advice reducing. This changing settlement profile
reflects the maturing of the North Island weather events as homeowners move from needing insurance advice
through to the more complex case management with legal and/or technical support.

Satisfaction data remains strong for NZCRS with 85% of people who responded to our survey stating that “They
would recommend NZCRS to others”, down slightly from 88% in the previous quarter. Whilst this is a pleasing
result and above our KPI of 75% we do note the downward trend since Q3 2023 where 91% was achieved.

Marketing for NZCRS has now been completed with just under 4m views and 44,639 clicks. The bulk of the
marketing collateral has now been launched and is shown in Appendix C of this report.

NZCRS continues its journey towards a comprehensive Quality Management System with ISO 9001 certification
being sought to ensure consistency and continuous improvement are imbedded in our culture and systems.

I would like to take this opportunity to thank the staff of NZCRS and the Advisory Groups for their support over
the past quarter. | would particularly like to recognise the work being undertaken by the Homeowner Advisory
Group and the support offered by the Chair Mr Thomas McBrearty.

Darren Wright mnzm

Director, NZCRS
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What is most pleasing is the uptick in closure rates for the first quarter with 299 cases closed across the motu with 135
closed in March 2024 alone, the highest closure rate since March 2023. Significant closure in the CES and Cyclone Gabrielle
drove these results with March 2024 closing 68 cases which is the highest closure rate for a single month since July 2022 for
the CES. The average monthly closure rate for Q1 2024 is 48.3 cases, some 30.6% higher than the same period in 2023.
Cyclone Gabrielle results are also strong with 29 cases closed in March 2024, also the highest closure rate since March
2023. For Cyclone Gabrielle, NZCRS closed 27% more cases than it opened for the quarter.

The Auckland weather event continues to buck this trend with 87 cases opened and 75 closed for the quarter. The strength

in the Auckland demand is likely a combination of the increased marketing in the area during the first quarter along with
the beginning of the land categorisation across the region.

We have noted a slight uptick in the number of cases registered from the Kaikoura earthquake with five new cases
registered compared to zero in Q4 2023 and the average for the past 12 months of 0.91 per month. This, as with other

events, is likely due to the better market penetration as knowledge of the service increases through our marketing
campaigns.

The Nelson event continues to progress with 14 cases closed and only seven opened for the quarter. We also note the

impact of the wider NZCRS marketing campaign with 20 cases opened across other areas within New Zealand nearly twice
as many as in previous quarters.

The overall strong result for the service is pleasing and is a direct result of the increased focus on aged claims and the case
reviews carried out through the NZCRS Quality Management System (QMS), see later in this report.
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As anticipated in the previous report the trend of ever-increasing overall case numbers has now turned negative with more

cases closed during the quarter than were opened (299 vs 275). This change is pleasing and has impacts for the overall
operation of the service which is noted further on in this report.
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Open Cases by Event
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The total proportion of CES claims remains steady at 56% of all claims for March 2024, down significantly from March 2023
where the CES made up 88% of claims. The CES has been steady at 56-57% since September 2023.

Whilst the overall number of cases under management has decreased it is also encouraging to see the impact of the
increased staff around the motu with the average caseload reducing during Q1 to 59 cases per Case Manager down from its
peak in Q2 of 81 cases (see below). The maximum number of cases has also decreased from 114 cases in Q2 to 65 cases in

Q1 2024 significantly reducing pressure on staff. This average is very pleasing and compares to the pre-weather events of
65 in December 2022 and 66 in September 2022.
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It is noteworthy that NZCRS continues to receive cases from across New Zealand with 20 cases registered for the service not
related to one of the major events above. These have included cases from Tauranga, Paraparumu, Newlands, Upper Hutt,

Rongotea (Manawatu) and Lake Rotoma (Bay of Plenty) and reinforces the fact that NZCRS is now managing claims in 12 of
the 16 regions across New Zealand.
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The impact of complexity is evident when considering the outcomes of closed cases (see graph below). “Cash settlements”
accounted for 44% of all closed cases in Q1 up from 31% in Q3 and 9% in Q1 2023. In contrast to that movement
“information/support provided” reduced from 79% in Q1 2023 to 17% in this quarter (Q1 2024).
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This change in settlement reflects that in the early stages of an event there is significant demand for simple one touch
advice (such as advice on how to lodge a claim or what to expect from the settlement process) whereas when an event
matures and time passes more and more homeowners require case management services (such as independent reviews of
their scope of works or assistance with understanding the terms of any settlement agreements) that often result in cash
settlements or managed repairs. This data supports what was anecdotally noted in the Westport and Edgcumbe events
and informs staffing and demand profiling for future events. NZCRS needs to respond rapidly to events as a large number
of homeowners require guidance in the early stages of a response but that as time progresses the demand for the more
time-consuming case management services increase.

We also note the ongoing settlement of North Island claims through the payment of cash by the insurer as they look to
elect for the homeowner to repair under their policies. NZCRS is working with the Insurance Council of New Zealand (ICNZ)
and individual insurers to understand the barriers to settlement and how we might better support homeowners in future
events as the lifecycle of the claim evolves.

As with the previous quarter the number of cases who register with the service then, despite multiple efforts by staff, never
re-engage to provide a consent form (“no consent provided”) remains high at 11.7%, although lower than the previous
quarter at 13.5%. This category has risen from 3.2% of all closed cases in Q2 2023.

When looking into this data further it is evident that the impact has been from Auckland where 25.3% of cases withdrew by
not providing a consent, Cyclone Gabrielle 12.5% didn’t provide the consent, with the balance being the CES and other
events. Anecdotally we understand that the marketing campaign in Auckland resulted in several homeowners registering
for the service even though they did not require support. In further discussions with these homeowners, we informed
them that they can enter the service at any time so closed their cases and invited them to contact us again if they have any
concerns or issues with their settlements.
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Q3 2023. Whilst this is still well above the performance target of 75% this will need to be watched carefully to ensure we
are not following a downward trend. Perhaps most important is the split between those responding with “Strongly Agree”
(see below graph) to this measure or “Agree”. As can be noted below this data has moved around during the quarter with
100% in January indicating that they would “Agree” or “Strongly Agree” this reduced during March 2024 to 82% and 67%
respectively. This may be due to general fluctuations in the responses, the changing settlement profile as we move from
simple advice to case management or increasing frustration with the overall response times to the recovery in the North
Island, but it will need to be closely monitored over the coming quarters to ensure this trend is not a systemic change in
outcomes for homeowners. Whilst the key indicator for March is down the overall response rate is up with 29% of closed
cases responding to the survey up from 8% in March 2023 and above the 12-month average of 18% of responses.

It is worth noting the significant increase in the rating of “My wellbeing has improved as a result of the support/advice | was
given by NZCRS” from 69% last quarter to 79% this quarter. Historically this measure has varied significantly from report to
report and is often heavily influenced by outside factors such as the land categorisation process.
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3) Homeowner Feedback

A sample of the feedback from homeowners during July to September 2023 included (we have included one response from
a local Territorial Authority):

"This is a fantastic service and needs to be continued as a way of helping homeowners deal with some of the most critical
and heartbreaking situations they might ever face in relation to their properties. People who dealt with the Christchurch

earthquakes alone before this service was established were astounded by the support, | received from NZCRS. All kudos to
the service and my Case Manager."

- Otautahi/Christchurch homeowner

“I would like to take the opportunity to thank our Case Manager for her wonderful support through the process of resolving
our claim. We honestly could not have done this process without her expertise and guidance. Through the whole process our
Case Manager kept us up to date, organised meetings with our insurance, lawyer and gave us wonderful guidance. She
really made it as stress free for us as possible. Our grateful thanks and appreciation.”

- Otautahi/Christchurch homeowner

“Good communication from our Case Manager and kept informed at each stage. Grateful for his efforts even though it
wasn't the outcome we had hoped for.”
- Otautahi/Christchurch homeowner

“Had I not been given your contact details | would never have been in a position to achieve the results I did. My Case
Manager was amazing and | appreciated her expertise in the situation and her guidance - incredibly professional and caring.
Thank you for your support and services, it has meant a lot to me and | am extremely grateful.”

- Otautahi/Christchurch homeowner

“After the August 2022 weather event our insurer was very slow with a response but after NZCRS came on board the
communication improved and things moved forward. It was necessary to take things slowly to get all the scientific data
required to plan a repair. We were told not to rush by our Case Manager and over time this became clearer and a decision
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has been made that we are comfortable with.”
- Whakat/Nelson homeowner

"This service is invaluable for the average person who feels mired & confused in the bureaucracy of EQC. My Case Manager
and her team restored my confidence in human nature and we felt someone who we could trust had had our back."
- Whakatt/Nelson homeowner

"My Case Manager's tenacity and willingness to escalate the matter to senior management was remarkable. Thanks to his
tireless advocacy, I finally received the resolution | needed after over a year of frustration. I’m truly grateful to my Case
Manager for his exceptional service and support throughout the process. He is an asset to the NZCRS, and | have no doubt
that anyone fortunate enough to work with him will be in the most capable hands."

- Tamaki Makaurau/Auckland homeowner

“My Case Manager did a tremendous job of advocating for us which was greatly appreciated. His communication was
straight to the point without waffle which is what you need when you’re under a fair amount of stress. | have already
recommended NZCRS to others based on our experience with our Case Manager. Can’t speak highly enough about him and
his professional and empathic ethics.”

- Tamaki Makaurau/Auckland homeowner

"The whole process was made stress free because of our Case Manager. Our Case Manager was most responsive to any
queries we had and kept us up to date throughout the entire time. What could have been quite a worrying and unsettling
time was made easy because of our Case Manager."

- Te Matau-a-Maui/Hawke's Bay homeowner
"Was reassuring to know someone was working for us as we were in a totally unfamiliar situation."
- Te Matau-a-Maui/Hawke's Bay homeowner

"A big thanks back to you all too, your assistance to property owners has made a meaningful difference to helping people
move on and get them into the voluntary buy-out process."

- Heretaunga/Hastings District Council

4) Internal Dispute Resolution Service (IDRS)

NZCRS is working with its stakeholders in relation to the future of its dispute resolution services, as mediations and
determinations are currently only available to homeowners impacted by the Canterbury Earthquakes Sequence. Less than
1% of cases handled by NZCRS progress to a formal dispute resolution pathway, usually because agreement can be reached
between the parties with some advice, information, or support. The briefing highlighted that the residential insurance
dispute resolution landscape is extremely busy which can be confusing for homeowners trying to resolve their insurance
claims. There are multiple providers offering similar services but with differing rules and regulations.
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During the quarter, a determination on the papers was completed. This determination shows the flexibility inherent in the
NZCRS IDRS services and resulted in significantly lower costs to the homeowner. Case management conferences were held
for two determination referrals.

5) Engineering

There have been 463 referrals submitted to Engineering New Zealand/Te Ao Rangahau (Engineering New Zealand), of
these, 454 have been completed.

NZCRS has not yet submitted any referrals for any cases relating to the North Island weather events. NZCRS is working
closely with Engineering New Zealand to explore a possible Rapid Appraisal service to support and assist those homeowners
needing to prove their loss to their insurers. NZCRS has raised with ICNZ the need to better understand the engagement
and reimbursement of technical reports such as Engineering reports and from an insurer’s perspective.

The NZCRS Director presented in an Engineering New Zealand webinar on the lessons learnt following the Canterbury
Earthquakes Sequence, alongside an NZCRS Legal Advisory Group member. This recording has been posted to both the
Engineering New Zealand and NZCRS websites.

The Engineering Advisory Group discussed the number of direct referrals being received by EQC Toka Tu Ake and the
funding arrangements in place to cover the services provided. Reinstatement Recommendations are the most requested
service.

Over the past quarter there have been four Peer reviews and two Reinstatement Recommendations submitted to
Engineering New Zealand. During the quarter four Reinstatement Recommendations were completed.
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6) Wellbeing

NZCRS has established a bespoke wellbeing service for homeowners affected by the CES, see attached Appendix A for the
latest report. The North Island Wellbeing support is now fully operational with cases being referred across the motu.

NZCRS staff have now completed the in-house wellbeing packages, including the Trauma Informed Care workshop and the
Self Care & Professional Practice workshops.
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Open Cases Monthly Development - Nelson/Marlborough/Golden Bay
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8.3) 2023 Auckland Flooding

NZCRS opened 87 new cases in the quarter and closed 75. As at the 315t of March 2024 NZCRS has 232 cases registered
with the service relating to the Auckland Flooding event.
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As the settlement process progresses, NZCRS has noted an increase in homeowners having claims declined based on hazard
notices on the titles. These are more prevalent in landslip areas such as Muriwai, Piha and Titirangi. NZCRS reviewed (and

continues to review) these declinatures and when appropriate are referring these homeowners to Community Law for
independent legal advice.

As more homeowners are receiving their EQC Toka Tu Ake land settlements, considerable financial shortfalls are being
identified due to the EQC Act response. NZCRS is educating homeowners on the Act response and highlighting to
homeowners, where appropriate that the settlements are as per the Act. NZCRS is offering Community Law support to

those homeowners who require independent legal advice and is working on land resources to feature on its website to
assist in educating homeowners for future events.

NZCRS noted an increase in cases where homeowners have carried out repairs to their properties and subsequently been
determined as being Category 3. NZCRS continues to educate homeowners of the risks involved in carrying repairs out
before their land categorisation has been confirmed. NZCRS collaborated with EQC Toka Ta Ake, ICNZ and Auckland City
Council during the quarter, and fortnightly meetings were set up to ensure consistency of communications to the
communities. Specific focus has been on hazard notices, future insurance and the categorisation process.

During March, homeowners in the Auckland region made up 54% of the views on the NZCRS website.
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Open Cases by Issue Owner - Auckland
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8.4) 2023 Cyclone Gabrielle

As at the 31st of March 2023, NZCRS has received 526 cases into the service from this event and has resolved 346 cases.

Registered vs Closed Cases - Cyclone Gabrielle

100
75
50

25

Apr-23
May-23
Jun-23
Jul-23
Aug-23
Sep-23
Oct-23
Nov-23
Dec-23
Jan-24
Feb-24
Mar-24

s Registered e Closed

During the quarter NZCRS noted stress being experienced by whanau who have received substantial settlements from their
insurers whilst they await the 2A categorisation buy-out process. NZCRS connected with local counselling services to
provide education around fiscal awareness and made sure homeowners could access this assistance. As anticipated, NZCRS
noted an increase in case management being required by homeowners. Wellbeing issues, domestic abuse, truancy, and
unemployment has risen in the East Coast regions. This impacted NZCRS case managers in the time spent with whanau in
order to meet their needs and best support them with their insurance claims.

NZCRS has maintained a good working relationship with Gisborne District Council in relation to the category 3 buyout
scheme, working alongside the navigators to ensure consistent messaging is provided to the communities. The Tairawhiti
government buyout scheme commenced and NZCRS are supporting homeowners in this space to ensure that the insurers’
offer is fair and reasonable. House lifting of 150 properties is still in the investigation phase and is likely to take some time
to resolve.

NZCRS identified a number of process issues regarding claims from an individual insurer. A clear election does not appear to
always be made, causing confusion for not only NZCRS staff but the homeowners they support. Case specific examples were
presented to the insurers management to address this issue and significant progress has now bene made to gain clearer
pathways for homeowners.

NZCRS acknowledged the one-year anniversary of this event with media coverage associated with the event focused on the
insurance challenges still being faced by residents affected by Cyclone Gabrielle and the support received from NZCRS.
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Appendix A — CES Wellbeing Report

Pathways Wellbeing Report: Report to NZCRS for Quarter One 2024

Pathways are currently supporting 31 people with approximately 4 pending discharges in the next quarter.
One family who have had an open earthquake claim for the last 13 years which has reached 98% completion rate.

Pathways staff are wanting to connect with the other regions where Pathways is providing NZCRS wellbeing support to
understand the similarities and differences across regions. This is a piece of work in progress for quarter two 2024.

Pathways staff continue to work in partnership with the families they are supporting looking for solutions for these families
to move forward with their claims. A current example has been a lady who has mobility issues requiring a rental which is
wheelchair accessible both getting into the house and then utilising the rooms inside the house. A rental property has been
sourced and this person has been able t move out of the house requiring repairs to a house which will temporarily meet
their needs.

Pathways staff have been able to refer people to other services within Pathways or our other NGO partners where
appropriate for community support work support.
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Executive Summary

The second quarter of 2024 remained quiet from an insurance response perspective with just the Wairoa
flooding in the later part of June. NZCRS has staff on the ground in Wairoa providing support for homeowners
who have been affected.

NZCRS is working to finalise the Nelson flooding event and remains focussed on demands from the Auckland
and Cyclone Gabrielle weather events along with the ongoing demands from the Canterbury Earthquake
Sequence. Overall demand has reduced with 206 new cases into the service down from 275 in Q1 of 2024 and
343 in Q4 2023. NZCRS is now managing 912 cases in 12 of the 16 regions across New Zealand down from the
peak of 1,149 in January 2023. NZCRS has now closed 5,453 across the motu.

The downward trend in the number of open cases was pleasing during the quarter with 364 cases closed, the
highest 2" quarter number closed since 2018. The number of cases closed has again exceeded the number of
cases opened for the fourth quarter in a row showing a clear downward trend since the peak of the North
Island Weather events in January of 2023. This increased closure rate has been driven by a number of factors
including more manageable case loads for Case Managers, a focus on the aged cases relating to the Canterbury
Earthquakes Sequence (CES), the completion of national case audits by the Manager Case Resolution through
our new Quality Management System and the lowest number of insurance related events in New Zealand since
1993.

The ongoing reduction in case numbers has allowed NZCRS to reconsider our staffing levels with the decrease
of four FTE’s across the motu at the end of June. NZCRS has now reduced by two Case Managers in the East
Coast, one in Christchurch and one administrative role also in Christchurch.

The focus on aged cases has continued in NZCRS with significant reductions in the cases that came into the
service during 2022 and 2023. NZCRS has met with the Natural Hazards Commission (NHC)* to work through
aged cases in the CES and has identified key areas of difference in the way these cases are accounted for.

Satisfaction data for the quarter remained above the key target of 75% but did record our lowest rating since
the service began at 78%. This report investigates that change in data in more depth, notes that this is being
driven by an increase in the number of homeowners reporting they are “neutral” and notes some alterations
being made to the service to address this trend.

Engineering New Zealand responded to the first requests for technical support from the North Island Weather
Events and continues to support NZCRS in our work with homeowners across the motu. | would like to
recognise Barry Brown for receiving his King’s Birthday Honours for service to structural engineering, Barry is a
member of the NZCRS Engineering Advisory Group.

NZCRS notes the winding down of our response to the Nelson Flooding event from 2022 as we transition this
event into our business-as-usual model. | would like to acknowledge the work of Case Manager Leanne Curtis
as the event lead for the past two years and recognise the incredible work carried out in this community.

NZCRS continues its journey towards a comprehensive Quality Management System with ISO 9001 certification
being sought to ensure consistency and continuous improvement are imbedded in our culture and systems.

Darren Wright mnzm
Director, NZCRS

*Note: This report notes the change in naming from EQC Toka Tu Ake to the new Natural Hazards Commission (NHC). This
change came into effect on 1 July 2024, this report will refer to the new name NHC.
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1) NZCRS Overview Q2* 2024

Demand for NZCRS services during Q2 2024 continues to reduce in line with previous quarters with 206 new cases into the
service compared to 275 in Q1 2024 and 343 in Q4 2023. June 2024 was the lowest month for new claims into NZCRS since
December 2022, prior to the North Island Weather events. Of particular interest were the Canterbury Earthquake
Sequence (CES) numbers, with 23 new cases in during June 2024, the lowest for that event also since December 2022. For
CES claims this is the lowest second quarter since the GCCRS was established in 2018.

Closure rates have continued to increase with 364 cases closed during the quarter up from 299 in Q1 2024 and 303 in Q4
2023. This is an extremely pleasing result and is the highest number of cases closed in a second quarter since 2018. This
increased closure rate has been driven by a number of factors including more manageable caseloads for Case Managers
due to the recruitment during 2023 (see page 7), a focus on the aged cases in the CES through our work with NHC, the
completion of national case audits by the Manager Case Resolution through our Quality Management System (refer 8.2)
and the lowest number of insurance related events in New Zealand since 1993 (see page 6).

NZCRS is now managing 912 open cases, down from the peak of 1,119 in January 2024 with 5,453 closed. It is pleasing to

see the overall number of open claims drop below the 1,000 mark and now back to pre-North Island event levels in April
2023.

As at 315 of July 2024 NZCRS has 556 open cases for the CES, the lowest number since January 2019, 10 from the Kaikoura

Earthquake, 23 from the Nelson Flooding of 2022, 189 from the 2023 Auckland weather event, 113 from Cyclone Gabrielle
and 21 from other events across the motu.
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The overall strong result for the service is pleasing and is a direct result of the increased focus on aged cases (those that

registered with GCCRS prior to 2021), the decreased demand for services and the case reviews carried out through the
NZCRS Quality Management System (QMS).

Open Cases Monthly Development - All Events
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As noted in the previous report there is now a clear downward trend of overall case numbers with more cases closed during

the quarter than were opened (364 vs 206). This trend is pleasing and has had a direct impact for the overall operation of
the service which is noted further on in this report.

NZCRS has now implemented its QMS with an increased focus on understanding the key metrics within the entity. Over the
past quarter we have identified what the team consider a “manageable” case load for Case Managers, estimated to be
between 45-65 active cases. An active case is defined as a case that will require action from NZCRS within the next two
months. An example of a non-active case might include a homeowner undertaking an engineer’s report that will take
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Outcomes of Closed Cases Q2 - All Events
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The number of cases who register with the service then, despite multiple efforts by staff, never re-engage to provide a
consent form (“no consent provided”) remains high at 9.62%, although now appears to be a downward trend with 11.7% in
Q12024 and 13.5% in Q4 2023.

“Agreement Reached — Cash Settlement” increased from 40.92% in Q1 2024 to 43.68% for this quarter whilst the
“Information Provided” decreased from 22.77% to 15.93% for this quarter. This trend continues to support the view that
these events are now maturing from homeowners needing simple “one touch” advice to one where complex disputes are
arising and homeowners need more in depth case management support as noted above.

As per the request of the NZCRS Advisory Committee it is noted that five cases from the CES event were declined by NHC
accounting for 1.37% of cases for the quarter. This is where NZCRS has referred a case to NHC, who after a full review, have
declined the claim. This compares to 14 cases or 3.85% that were not referred through to NHC as no further damage could
be identified by NZCRS. These are cases where NZCRS completes a review and informs the homeowner that we do not see
recourse for a claim with NHC or the insurer. This data suggests that the triage process being undertaken by NZCRS staff,
such as Engineering New Zealand (ENZ) Initial Appraisals, continues to work well and identifying natural hazard damage
where appropriate. 98.63% of all cases referred to NHC or the insurer during Q2 2024 were ultimately accepted and
received some form of settlement.

In the coming months NZCRS is focusing on its data and reporting to ensure it can continue to make informed business
decisions from the findings. This will include looking at the various closed reasons identified above and determining if
better alignment can be made. NZCRS has commenced capturing data on the number of cases accessing our various service
offerings (wellbeing through Pathways or legal advice through Community Law for example), to analyse how many cases
are accessing one or more of our service offerings, to ensure service improvements can continue to be made and offered to
the homeowners it supports.
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Age of Open Cases by Year Registered
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The age of cases in the service gives NZCRS key markers of performance of the system and our ability to keep cases moving
through potential blockages. This has been a focus area for NZCRS during late 2023 and early 2024 and shows good
progress. Cases that entered NZCRS during 2018 remained steady at eight cases but there were significant reductions in
cases in 2019 down from 23 in Q1 2024 to 16 in Q1 2024, a reduction of 30.43%. The largest reduction in cases was for
2023 where the overall number of cases reduced from 569 in Q1 2024 to 369 in Q2 2024, a reduction of 35.15%. Other
reductions included 2020 cases down by 21.21% and 2022 cases down by 16.55%. These may not seem like significant
changes but given the complexity and sometimes entrenched nature of these cases, this is a great result.

The age of cases in the North Island weather events continues to reduce with 2023 cases for the Auckland event down
37.27% and the cases from Cyclone Gabrielle down 54.48%.

Whilst the aged cases have continued to reduce the overall time taken in the service has increased across the events. The
CES is up 1.8%, Nelson up 10.3%, Auckland up 35.7% and Cyclone Gabrielle up 33.6%. Whilst these increases are
significantly lower than the last quarter reflecting the overall focus on this area these increases broadly reflect the move
away from the simple “one touch” cases as noted previously and the need to case manage what are now more complex
cases presenting to the service.

Average Time to Resolution of Closed Cases
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Following the request from the Advisory Committee in the previous quarter NZCRS has completed its review of aged cases
with NHC. This process has identified a number of opportunities to resolve cases with an uptick in the number of cases
being referred to IDRS and the CEIT. It is worth noting that the review has also highlighted a different approach between
the organisations for the categorisation of cases. NZCRS will leave a case open in our service until resolution is completed
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Question 5 Auckland Christchurch East Coast  Other

Strongly Disagree 10% 0% 9% 25%
Disagree 0% 4% 5% 0%
Neutral 0% 8% 5% 0%
Agree 50% 19% 18% 0%
Strongly Agree 40% 69% 64% 75%

As above an analysis by region (only possible for identifiable cases) shows a very consistent approach across the motu with
Auckland on 90%, Christchurch 88%, East Coast 82% and “Other” locations 75% who either “agree” or “strongly agree” with
the statement. “Other” locations data is very difficult to analyse as there were only 4 responses in these regions.

When considering this response in the context of the other questions asked in the Survey it is evident that homeowners are
happy with the service being provided by NZCRS staff with 88% stating they felt the “Case Manager acted in a professional
manner”. Only 4% of respondents to this question were negative with 8% being neutral. Question 1 “/ was able to make
informed decisions because NZCRS provided me with the information | needed” and Question 2 “My Case Manager kept me
informed of the progress of my case” had similar findings with 11% and 12% reporting negative for these, 77% and 79%
being positive and 12% and 9% neutral. As has been noted in previous reports the question “My wellbeing has improved as
a result of the support/advice | was given by NZCRS” remains challenging with only 66% positive, 20% negative and 14%
neutral. These results indicate that overall homeowners are happy with the service, our staff are acting professionally but
that we need to focus more on ensuring we keep homeowners updated and be clear on the services we can provide.
NZCRS have indicated for some time now that we expect to see a degradation in the numbers as we get into the tail of the
current events and we attempt to match the reality of the EQC Act and Insurance Policies with expectations.

The question remains as to what this means for NZCRS and what is being done about the downward trend. NZCRS is taking
a multi disciplined approach to identifying and dealing with this trend:

1) All Case Management staff and People Leaders are being provided their individual data when it is lodged with
NZCRS, giving the staff member and People Leader the opportunity to deal with issues as they arise,

2) All Case Management staff are being provided their individual data as part of their annual performance review
process,

3) The case review process is nearing completion, to identify any inconsistencies in approach in our push for
continuous improvement,

4)  NZCRS has added and is promoting the feedback button on the homeowner platform. This allows us to get real
time feedback from homeowners as their case progresses and inform changes or solutions that may be required,

5) NZCRS has implemented its feedback and complaints policies and processes in accordance with 1SO 9001
requirements and has completed its first internal audit of these processes. This requires negative feedback to be
dealt with at a management level to look for potential improvements or lessons learned.

6) NZCRS has updated the data collection portal to reduce the likelihood of incorrect responses. There have been
occasions where we have noted a very positive comment from the homeowner but a very negative rating. A
good example of this is a case where the homeowner in the East Coast rated NZCRS “Strongly Disagree” and yet
the free text feedback stated “My experience with dealing with XXXXX at nzcrs was second to none. It was a
weight off our shoulders and much appreciated. | will recommend nzcrs to anyone”. NZCRS has now added smiley
and sad face indicators to accompany the ratings to try and avoid this happening in the future. It is worth noting
that the ratings have not been altered by NZCRS even when an error has been found as this would impact on the
validity of the data.
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100%
90%
80%
70%
60%
50%

Jul-23
Jan-24
Jun-24

Aug-23
Sep-23
Oct-23
Nov-23
Dec-23
Feb-24
Mar-24
Apr-24
May-24

== Agree and Strongly Agree e Strongly Agree Only

Director’s Report — July 2024 11



3) Homeowner Feedback
A sample of the feedback from homeowners during April to June2024 included:

"We had an extremely helpful and proactive Case Manager who looked after our interest with an EQC related issue. The
favourable outcome was indeed due to our experienced and knowledgeable Case Manager."

- Otautahi/Christchurch homeowner

“I appreciated the professional, efficient and effective support of my Case Manager without whom I couldn't get my case
over the line. The frustrating side of it all was how long the process took which seemed to be down to the insurance
company. Overall very happy with the outcome.”

- Otautahi/Christchurch homeowner

“Our Case Manager has been fantastic to work with over the whole process. Keeping us up to date, ensuring we understood
what we were doing at any one point, what the next steps were and making sure the process didn’t stall. We would strongly
recommend her and NZCRS to others for resolving disputes with EQC. Thank you so much.”

- Otautahi/Christchurch homeowner

"My need for EQC and your service came at a critical point as | was about to have my house on the market and move into a
residential village. It was therefore a very stressful time. The provision of this advocacy service was invaluable because of
the intricacies of the situation | was neither prepared for nor equipped to handle. Our advocate was reassuring,
knowledgeable, very professional and enabled a very satisfactory outcome. Thank you."

- Otautahi/Christchurch homeowner

"I visited the tent set up by NZCRS at South Piha immediately after the Cyclone. Best thing | ever did for my wellbeing with
what | had to deal with in the many months ahead. The clear, calm advice | received that day reassured me there was
someone there to support me. Whenever | contacted NZCRS they communicated promptly. As things panned out the advice |
was given initially that first day at the tent was spot on. | can’t express how much better | felt having my Case Manager
there for support and advice."

- Tamaki Makaurau/Auckland homeowner

“Our Case Manager gave us emotional support when we felt no one else was listening. It made a great difference to our
outlook.”
- Tamaki Makaurau/Auckland homeowner

"My Case Manager has been extremely helpful over the last 12 months as we have navigated the outcome of a landslide on
our property in Tauranga. It was not straightforward with many twists and turns, and my Case Manager was always helpful
with explanations that were easily understood, and even when questions went beyond his reach he went in search of
answers and came back to us in good time. It was very reassuring to have him there to ask questions and explain process.
He is very personable, patient and easy to communicate with. We have appreciated our Case Manager's work and the
service the NZCRS has provided. A sincere thank you."

- Tauranga homeowner

"Thank you for your support and encouragement. We are so grateful and appreciative. We can move forward with some
peace of mind. Thank you again for your support."

- Tairawhiti/Gisborne homeowner

"My experience with dealing with my Case Manager at NZCRS was second to none. It was a weight off our shoulders and
much appreciated. | will recommend NZCRS to anyone."

- Te Matau-a-Maui/Hawke's Bay homeowner

"We are very thankful we had this service. Your support gave me confidence when | was being pushed back in the insurance
process. Very approachable and responsive service. My Case Manager was amazing. Thank you."

- Te Matau-a-Maui/Hawke's Bay homeowner
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4) Internal Dispute Resolution Service (IDRS)

NZCRS provides mediation and determination services to homeowners impacted by the CES. NZCRS is working with its staff
to upskill and educate them on the various dispute resolution schemes available to homeowners across New Zealand for
any natural hazard related house claims. An overview of the differences between the various schemes and the information
required to apply is underway and NZCRS will look to provide this information to staff and homeowners on its website.

Completed IDRS
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The IDRS Advisor has been actively working with NZCRS on cases in dispute and discussing ways to progress and resolve
these. NZCRS wish to recognise the efforts of the Advisor John Hardie for the success of the IDRS as it continues to be
successful. NZCRS currently has three determinations and a mediation scheduled to take place in the coming months.

5) Engineering
There have been 472 referrals submitted to Engineering New Zealand (ENZ), of these, 462 have been completed.

The quarter saw two cases relating to Cyclone Gabrielle referred to ENZ for technical advice and input. NZCRS has worked
with ENZ to adapt and adjust the Reinstatement Recommendation Service so this can be utilised by homeowner impacted
by other events. To date, the 26 Reinstatement Recommendations completed related to the CES and have been successful
in progressing the claims due to the detailed assessment reports provided and quality produced by the panel. Three
referrals are being worked on by NZCRS for properties in Wairoa and Wellington impacted by the Cyclone and Kaikoura
Earthquake Sequence.

The Engineering Advisory Group (EAG) and Natural Disaster Recovery Panel met during June and focused on flood damaged
homes, rapid building assessments and quality assurance. NZCRS would like to recognise EAG member Barry Brown for
receiving his recent King’s Birthday Honours for services to structural engineering — congratulations Barry, this is well
deserved.
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Over the past quarter, NZCRS submitted one Initial Appraisal, two Technical Reviews, two Peer Reviews, one Facilitation
and three Reinstatement Recommendations to ENZ. During the quarter one Initial Appraisal, one Technical Review, four
Peer Reviews and two Reinstatement Recommendations were completed.

6) Wellbeing

NZCRS has established a bespoke wellbeing service for homeowners affected by the CES, see attached Appendix A for the
latest report. The North Island Wellbeing support is now fully operational with cases being referred across the motu.

7) Events

Whilst this report has focussed across the motu it is also important to look in some detail at each event currently being
responded to by the NZCRS. NZCRS has managed cases in 14 of the 16 regions across New Zealand with active cases in 12
of those regions. The numbers in each region below indicate the active cases as the 31st of March 2024.
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It is important to note that of the 556 CES cases open as at the 30th of June 2024 75.5% were with NHC, down from 79.5%
last quarter and 81% in Q4 2023. Of the open cases 9.2% are with SRES (up from 7.2%) and 7.6% with the IAG group, up
0.4% from last quarter. Other insurers made up Tower unchanged at 2.2%, Vero up slightly to 1.6% and other insurers 3.9%.
This data is now showing a significant downward trend for NHC cases.

NHC Cases as a proportion of all CES Cases
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This trend indicates that cases with NHC are progressing at a faster rate than cases with third party insurers. This trend will
perhaps accelerate as the proportion of new cases coming into NZCRS is also decreasing for NHC compared to the insurers

(see below). These two trends together are encouraging and may indicate early signs of CES cases starting to come to an
end for NZCRS.
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When looking at the monthly flow of cases into the service we note a settling of the uptick in the proportion of cases
coming in from SRES noted in the previous quarterly report and an increase for other insurers such as IAG, Tower and Vero.

Cash settlement remains the preferred settlement option for homeowners and insurers in the CES with 52.9% of cases
settling for an out of policy cash agreement, up from 43.4% last quarter and 41% in Q4 2023. This is also now a noticeable
trend from 31% in Q3 2023 suggesting NHC's movement to cash settlement of cases is increasing both the speed and
cadence of settling cases with NZCRS. This is partly the ongoing impact of On Sold cases coming in as NHC looks to cash
settle the under-cap portion of the claim.
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Outcomes of Closed Cases Q2 - CES
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Over cap on sold cases not in the Treasury Programme remain a significant challenge for NZCRS and are being managed on
a case-by-case basis with NHC. These are cases where the homeowner has purchased the property since the earthquake
and has subsequently discovered either damage that was missed by NHC in the original repair, damage that was not
repaired correctly, or as in some cases, damage that was found by NHC but not repaired for a variety of reasons. These
homeowners are often in a position of significant negative equity and/or insolvency due to the unknown damage and its
impact on their property value. As at the 30th of June 2024 NZCRS were managing 162 cases with NHC where the

homeowner owned them at the time of the earthquake (BAU) down from 193 in March 2024 and 258 that have been on
sold down from 280 in March 2024.

NHC Open Cases at End of Month - CES
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7.2) 2022 Nelson/Marlborough/Golden Bay Flooding

As at the 30 June 2024, NZCRS has resolved 167 cases and has 23 open to resolve. Of the 23 open, the majority of
homeowners are trying to prove the actual costs of remediating their land damage. This is an ongoing challenge when

insurer reviews are generally desktop reviews. The remaining open cases are being supported through reinstatement for
reasons of vulnerability.

During the quarter the Nelson Lead Case Manager and Building Support Specialist identified and compiled documentation
on the lessons learnt from this event, identifying the successes, opportunities for improvement and education required for
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staff, homeowners and stakeholders. NZCRS Management is working through these recommendation and scheduling in this
work to its work programme for 2024/2025. The NZCRS Director would like to take this opportunity to acknowledge Lead
Case Manager Leanne Curtis for her incredible mahi (work) in the recovery in the Nelson region.

Open Cases Monthly Development - Nelson/Marlborough/Golden Bay
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This is the last Director’s Report to include the Nelson event as the balance of the cases are being transferred to business as
usual and will be reported as part of the “Other” location category from Q3 2024.

7.3) 2023 Auckland Flooding

As at 30 June 2024 NZCRS has 187 open cases and has resolved 542 cases relating to the Auckland Flooding event.

NZCRS attended a webinar early May hosted by the Auckland City Council as a panel member with representatives from
NHC and ICNZ answering any insurance related questions impacted homeowners may have. Over 400 people registered for
this webinar and the questions and answers were published in the Auckland Council recovery newsletter.

Pictured above is the panel (L — R) — Tania Heke (Auckland Council), Sean Fullan (ICNZ), Eddie Tuiavii (Auckland Council), Andrew Martin
(NHC) and NZCRS Director Darren Wright

NZCRS attended various community meetings in the Auckland region in June organised by Auckland Council. Common
themes continue to be the frustration in relation to land classification delays, with some homeowners learning their
classifications will not be confirmed until 2025. Generally speaking, homeowners are not wanting to commence repairs
until categorisations are confirmed, which NZCRS continues to discuss with Auckland Council. Ongoing insurance whilst
awaiting categorisations has also been expressed as a concern by homeowners, with NZCRS raising with ICNZ.
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In May, NZCRS supported Wairoa District Council and their coordination of repair assistance for both insured and uninsured
homeowners. NZCRS is working with the Council’s project manager to determine exactly what this will look like. This has
been instigated to gain some transparency after another local organisation had received funding and stripped out walls in
some insured homes with no plan to reinstate.

Wairoa Council employed a new Recovery Manager who commences their role in July. NZCRS anticipate momentum and
general organisation will be better with this position being filled as it has been vacant for some time.

8) Operational Update
8.1) Contact Centre

During the reporting period, NZCRS partnered with the MBIE Contact Centre and finalised a process for incoming calls. The
Contact Centre now answer the calls first, collecting key information for NZCRS, and the NZCRS Support Team determine
next steps e.g. refer to a case manager for a further conversation. The purpose of this was to streamline the customer
experience, ensure calls were answered promptly and limit the number of homeowners registering with the service if their
issues were outside of the NZCRS remit e.g. related to a residential house burglary claim. The NZCRS Support Team worked
with the Contact Centre to provide relevant training and is monitoring this process to ensure its success. The NZCRS
Support Team reduced by one staff member during the quarter, with them returning to their MBIE substantive role.

185 phone calls were answered by the Contact Centre during the quarter. Call volumes have decreased significantly since
early 2023 as the North Island Weather events have evolved.
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8.2) ISO Certification and QMS

As per the NZCRS QMS model the Manager Case Resolution has now completed the annual Case Reviews of all cases across
Canterbury, Nelson and Auckland events. During the quarter he met with all Case Managers in these events and reviewed
each claim under management. This process is undertaken to ensure consistency and quality across NZCRS and to ensure
continuous improvement of systems and processes. As noted above this quality assurance process identified a number of
cases that could be closed and supported Case Managers to identify alternative pathways for resolution.

The Manager Case Resolution is travelling to the East Coast in the first part of the 3" quarter to review cases from that
event.

ISO certification continues to be a priority. Focus over the quarter has been QMS model and the multilayered approach it
provides for ensuring consistency and quality of service to the homeowner. Presentation of this model was well received by
the team and Canterbury Homeowner Advisory Group.

To build on consistency of service and continuous improvement, change management framework is nearing
implementation phase and to be finalised once further policies and guidelines have been developed. Internal audits were
held on three work procedures, with acceptable and high compliance achieved.

The success of NZCRS’ ISO journey process is an absolute credit to the NZCRS Team Leader Support Susan Rolton and her
drive to achieving this certification for the business. NZCRS staff now have a better understanding of the ISO certification,
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but more importantly, the QMS model and how this assists them in their day-to-day roles, providing them with guidelines,
policies and processes but also encouraging utilisation of their valuable skills.
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Appendix A — CES Wellbeing Report

Pathways Wellbeing Report: Report to NZCRS for Quarter Two 2024

At the time of writing this report has not been received. It will be provided as a separate report as soon as we receive it
from Pathways.
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Appendix B — Key

GCCRS
BAU
CEIT
ENZ
RAS
EQC TOKA TU AKE
NHC
SRES
IDRS
ICNZ
IFSO
MBIE

NDRA

NZCRS

OspP

Greater Christchurch Claims Resolution Service
Business as usual

Canterbury Earthquakes Insurance Tribunal
Engineering New Zealand/Te Ao Rangahau
Residential Advisory Service

Earthquake Commission

Natural Hazards Commission (replaced EQC on 1 July 2024)
Southern Response Earthquake Services Limited
Internal Dispute Resolution Service

Insurance Council of New Zealand

Insurance and Financial Services Ombudsman
Ministry of Business Innovation and Employment

Natural Disaster Recovery Agreement between NHC and private insurers for the management
of NHC cases

New Zealand Claims Resolution Service

Treasury On Sold Programme

Director’s Report — July 2024 24



Director’s Report

FEBRUARY 2025



Contents

Page
Message from the Director 3
1) NZCRS Overview Q4 2024 4
2) Access to Services 11
3) Exit Survey 12
4) Homeowner Feedback 13
5) Internal Dispute Resolution Service 14
6) Engineering 14
7) Wellbeing 15
8) Events 15
8.1) Canterbury Earthquakes Sequence 16
8.2) 2023 Auckland Flooding 19
8.3) 2023 Cyclone Gabrielle 20
9) Operational Update 21
9.1) Call Centre 21
9.2) Staff 22
9.3) ISO Certification and QMS 22
9.4) Systemic Issues 23
9.5) Governance Review 23
9.6) Effectiveness and Efficiency 23
10) Appendix A: CES Wellbeing Report 24
11) Appendix B: Key 26

Director’s Report — February 2025



A message from the Director

This NZCRS Director’s Report will be my last as | finish up with NZCRS at the end of March 2025. The decision to step down
was not an easy one, but | knew it was time for me to move on after living and breathing the Canterbury Earthquakes
experience for over 14 years now. | am looking forward to spending some quality time with my family before | decide on my
next endeavour.

Looking back on the journey from the Residential Advisory Service (RAS), Greater Christchurch Claims Resolution Service
(GCCRS) and now NZCRS, | am immensely proud of what we have achieved and accomplished to date. Our success has only
been possible by the dedication and efforts by our staff and the collaborative spirit. Each of you reading this report has
played a crucial role in shaping the NZCRS. For this, | thank you.

To our stakeholders, including but not limited to the NHC, ICNZ, Engineering New Zealand, Pathways, | extend my deepest
gratitude for your continued trust and support. Your belief in our homeowner at the centre ethos has been instrumental in
driving our success and growth. It has been a privilege to work alongside you.

Thank you to our governance groups — the Engineering Advisory Group, Legal Advisory Group, Wellbeing Advisory Group,
Canterbury Homeowners Advisory Group and the overarching Advisory Committee. You played a key role in the
establishment of our services, our Homeowner Charter and ethos. | have valued each and every one of you and your
feedback, holding NZCRS and me to account, ensuring the best outcomes for homeowners. The NZCRS governance
arrangements are going to change soon following a review, an update will be provided in the next NZCRS report.

| would like to take this opportunity to thank our Building & Tenancy General Manager, and my People Leader Ingrid
Bayliss. Ingrid, | thank you for your unwavering support, guidance and trust in me — | know | didn’t exactly fit the public
servant mould! | know | have grown personally and professionally under your leadership and am grateful for the
opportunities that have come my way.

Lastly of course | would like to thank and acknowledge my NZCRS team. Thank you for always striving to be the best for the
people you support. Thank you for your mahi, loyalty and the unforgettable memories we have created together. It has
been an honour to lead and work with such a remarkable team.

My replacement is due to be announced in the coming weeks and | know the NZCRS team will continue to thrive under
their leadership.

While | will no longer be with the team, | will always remain an advocate and supporter of NZCRS. In the words of Sir Mark
Soloman “He tangata, he tangata, he tangata” — it is the people, it is the people, it is the people. | leave NZCRS and MBIE
with an immense sense of pride and complete faith in the team who will continue to support the people of Aotearoa,
putting them at the centre of all that this service does.

Thank you and best wishes,

Darren Wright mnzm

Director, NZCRS
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1) NZCRS Overview Q4! 2024

Demand for NZCRS services during Q4 2024 returned to a downward trend from previous quarters with 156 new cases into
the service compared to 220 in Q3 2024 and 206 in Q2 2024. The number of new cases has now decreased in five of the last
six quarters and is now 60% lower than the peak of 493 new cases following the North Island Weather Events (NIWE) in Q2
2023 (see below).

Quarterly New Cases
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This reduction has been noted across the NZCRS portfolio with the number of new cases from all areas reducing. Whilst
this would be expected during the Christmas period, the 4th quarter of 2024 was the lowest 4th quarter since GCCRS was
established in October 2018 (2018: 515, 2019: 272, 2020: 248, 2021: 213, 2022: 162 and 2023: 343). The low level of new
cases is reflected across the insurance industry with very low levels of natural disaster claims in New Zealand since the
NIWE in January 2023. ICNZ data indicates that 2024 may have been the lowest cost to insurers for catastrophe claims since
2009. Recent media attention has reinforced this “Tower reported no major weather-related disasters during FY24,
significantly reducing its large event costs?”.

Closure rates were also down for the 4th quarter with 266 cases closed compared to 280 in the 3™ quarter of 2024. When
considering the impact of the Christmas period this is a fantastic result with a net closure rate of 110 cases up from 60 in
the 31 quarter. This is the 4th quarter in a row of a net positive closure rate with 352 more cases closed than opened
during the calendar year 2024.

Net Case Movement by Quarter
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Open Cases Monthly Development - All Events
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NZCRS continues to work on implementing its QMS with a focus on understanding the key metrics within the entity. Over
previous quarters we have identified what the team consider a ‘manageable’ case load for Case Managers, estimated to be
between 45-65 active cases. An active case is defined as a case that will require action from NZCRS within the next two
months. An example of a non-active case might include a homeowner undertaking an engineer’s report that will take
longer than two months to provide, or a health issue resulting in the homeowner needing extended time to deal with
issues. In each of these cases NZCRS will leave the case open with our service but will note that it is not currently active.

At the time of writing this report NZCRS have 17 staff spread across Auckland, Napier, Nelson and Christchurch, a reduction

of two staff. This reduction resulted in a slight uptick in the cases per Case Manager data from 52 last quarter to 53 this
quarter.

The event Lead for Cyclone Gabrielle has now returned to the CES event reverting to her substantive role as a Case
Manager. This has provided additional capacity into the system for the CES.

It is pleasing to note that despite the reduction in staff and the transfer of a large number of cases we have still managed to

retain a manageable caseload for our Case Managers. The People Leaders review case numbers regularly to ensure this
remains accurate.

The speedometer graph above will continue to be utilised going forward for demand forecasting and as a key indicator of

system performance both in terms of the over and underutilisation of Case Managers, along with the month-by-month
progress of these numbers as set out below.
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Outcomes of Closed Cases Q4 - All Events
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The number of cases who register with the service then, despite multiple efforts by staff, never re-engage to provide a
consent form (“no consent provided”) reduced to 3% down from 4.62% in the previous quarter continuing the downward
trend noted in previous reports. This result is encouraging and indicates that the triage process carried out by the Support
Team and On Call Case Manager is working well to identify those homeowners who need support.

As per the request of the NZCRS Advisory Committee it is noted that only three cases from the CES event were declined by
NHC accounting for 1.13% of cases for the quarter. This is where NZCRS has referred a case to NHC, who after a full review,
have declined the claim. 14 cases or 5.26% that were not referred through to NHC as no further damage could be identified
by NZCRS. These are cases where NZCRS completes a review and informs the homeowner that we do not see recourse for a
claim with NHC or the insurer. This data suggests that the triage process being undertaken by NZCRS staff, such as
Engineering New Zealand (ENZ) Initial Appraisals, continues to work well and identifying natural hazard damage where
appropriate. 99% of all cases referred to NHC or the insurer during Q4 2024 were ultimately accepted and received some
form of settlement.

Age of Open Cases by Year Registered
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The age of cases in the service gives NZCRS key markers of performance and and signals when interventions need to be
introduced to progress through to resolution. This continued to be a focus area for NZCRS.

Changes over the past quarter have included a 40% reduction for cases that registered in 2018, 7% for 2019 and 17% for
those registered in 2020. NZCRS now only has 3 cases registered from 2018, 13 from 2019 and 20 from 2020 making up
only 4.86% of the overall NZCRS portfolio of cases. For those registered in 2018:

e  Oneisin the IDRS Determination service with SRES,
e  Oneisin the CEIT with the settlement conference for December referred to April this year,
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e  Oneisin final settlement through remediation of the property, and we expect it to close in the next quarter.

The age of cases in the NIWE continues to reduce with 2023 cases for the Auckland event down 38.6% and the cases from
Cyclone Gabrielle down 34.2%.

As per the previous request from the Legal Advisory Group, the breakdown of the additional aged claims for 2019 and 2020
are as follows:

e 2019: Seven are with NHC and six with insurers (one case went over cap in the last quarter).
e 2020: 16 are with NHC and four with Insurers (two cases went over cap in the last quarter).

Whilst the aged cases have continued to reduce the overall time taken in the service has increased across the events, albeit
at a much slower rate. The CES is up 0.94%, Nelson up 3.55%, Auckland up 18.39% and Cyclone Gabrielle up 9.57%. Whilst
these increases are lower than the last quarter reflecting the overall focus on this area these increases broadly reflect the
move away from the simple “one touch” cases as noted previously and the need to case manage what are now more
complex cases presenting to the service.

Average Time to Resolution of Closed Cases
- number of days
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As noted in the previous report NZCRS has commenced capturing data on the number of cases accessing our various service
offerings (wellbeing through Pathways or legal advice through Community Law for example), to analyse how many cases
are accessing one or more of our service offerings, to ensure service improvements can continue to be made and offered to
the homeowners it supports (see below).
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The importance of these services is evident when considering the support they provide to the settlement of cases in the
service. Of those who accessed a third-party supplier, 47% utilised Community Law, 28% the Building Specialist and 16%
Engineering New Zealand services. 6% accessed the wellbeing support service and 2% IDRS (available for CES only).

Number of Third Party Suppliers Accessed
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Perhaps most interesting in this data is the number of cases that utilise more than one of our services. Between March

2024 and December 2024 28% of all closed cases have accessed at least one service, 7% accessed two with 2% utilising
three or more services within NZCRS.

As part of a deeper dive into referrals to Community Law carried out during the quarter we note the referrals by month
since March 2023:

Referrals to Community Law by Month
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Presented quarterly this shows the consistent nature of referrals:
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Referrals to Community Law
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Perhaps the most important aspect to consider is the issue that has been referred to Community Law for support. As is
noted below by far the greatest referral is advice on “Settlement Agreements” (30%) with “NHC On Sold Treasury
Programme” at 18%, “NHC On Sold properties not in the Programme” 15% and the relationship between “NHC and Insurer”
responsibilities 13%. This data has only been collected since April 2024 so longitudinal comparison is not yet possible, but
this data will be important to understand for future events as the service evolves. What is interesting however is the low
proportion of cases being referred for dispute resolution services indicating that Case Managers are still able to work
through the issues with NHC without said services. NZCRS expects this proportion to change over time as more
homeowners seek legal support in formal dispute resolution services.

Q4 2024 Community Law Referrals by Issue
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2) Access to the Service

During the 4™ Quarter of 2024 68% of all new cases into the service reported the detail on how they found out about
NZCRS (see below). It notable that for both Q3 and Q4 2024 over 50% of all new cases came into the service through “Word
of Mouth”. This is a very pleasing result as it supports our satisfaction data that homeowners are happy with the service
and are recommending us to their friends and whanau. It is also worth noting the increasing collaboration between
insurers and NZCRS with 11.6% being referred by either NHC or the insurer in the 4t quarter down from 20% in the 3"
quarter. This supports previous anecdotal evidence that insurers recognise the value add of NZCRS in supporting their
customers to a fair and enduring settlement.
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4) Homeowner Feedback
A sample of the feedback from homeowners during April to June 2024 included:

"I never could’ve navigated this process on my own, | am beyond grateful for the help and having the one person I could

contact throughout. If this service didn’t exist, | would’ve been completely done for and had ongoing anxiety about the state
of my house. Thanks so much!"

- Otautahi/Christchurch homeowner

“Great to be able to draw on the knowledge and advise from your professional team. Very very helpful and worthy to work
through what is an incredibly stressful situation."

- Otautahi/Christchurch homeowner

"My Case Manager was very good from the first phone call and filling in many of the gaps | was unaware of. Thanks for a
great service, much needed for those who haven't lived through any disaster or claims. Thank you."
- Otautahi/Christchurch homeowner

"I was most impressed by the timeliness and responsive of XXXXX. | did not expect the service to be as efficient as it was
after some of the long and painful stories | have heard others had experienced. An excellent service even though I'd hoped
for a different result."

- Otautahi/Christchurch homeowner

"My Case Manager asked the right questions, listened to my answers, sought out and passed on to me the information |
needed to make an informed decision. | found her to be, polite, professional and a pleasure to deal with and cannot thank
her or your service enough for your help."

- Tamaki Makaurau/Auckland homeowner

“XXXXX, as a case officer, was excellent!! He managed the case with absolute professionalism. He was calm, composed and
sympathetic at all times. He always came back with answers for every query | had and worked with the team handling our
case at State Insurance. | would recommend NZCRS to anyone who requires this service!"

- Tamaki Makaurau/Auckland homeowner

"XXXXX was great and helped me resolve a few issues. She provided a valuable service to me helping me navigate the
process."

- Tamaki Makaurau/Auckland homeowner

"It's a huge learning curve if you find yourself in this situation. The personal contact from someone expert who can guide
you through is the most important thing. Understand the emotions."

- Tamaki Makaurau/Auckland homeowner
"XXXXX provided an excellent service, and nothing was too much trouble. Highly recommend him and NZCRS. Thank you."

- WhakatG/Nelson homeowner
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"Our rep was more than helpful with our dealings with the insurance company. Without her the insurance company bias and
unreasonable approach would have prevailed. Many thanks."

- Te Matau-a-Maui/Hawke's Bay homeowner

5) Internal Dispute Resolution Service (IDRS)

During the quarter two determinations were scheduled with both achieving resolution prior to the hearings. There is
currently one mediation scheduled for Q1, 2025.

The IDRS Advisor has been focusing on the time it is taking for determinations to be completed. In discussing this with the
decision makers involved in these cases, they explained that the parties were often not ready for a determination and they
needed time to obtain new evidence. This has taken a long time, meaning agreed timetables were not met and so the cases
have been delayed. The decision makers say they are not prepared to hear the cases until the parties are ready, which is
not an unreasonable position for them to adopt.

In the coming quarter, the Advisor is going to meet the decision makers to discuss any further delays, and NZCRS will make
adjustments to its operational processes and now require the parties to meet with the Advisor before a decision maker is
assigned to ensure the cases are ready. It was always intended that the cases would be ready because they had to be ready
for mediation, which is a prerequisite to determination. The determinative process is supposed to take a maximum of three
months, so at the time of signing the Dispute Resolution Agreement, both parties are supposed to be ready to file their
evidence and a submission setting out the issues for determination.

The Advisor will be monitoring this closely to ensure an improvement to timeframes.

6) Engineering

There have been 490 referrals submitted to Engineering New Zealand (ENZ), of these, 480 have been completed. During the
quarter, one Initial Appraisal, one Technical Review, three Peer Reviews and four Reinstatement Recommendations were
completed.

The quarter saw two referrals submitted for Initial Appraisals, two Peer Reviews and seven Reinstatement
Recommendations.

The Engineering Advisory Group (EAG) and Natural Disaster Recovery Panel met in November. Discussion as held regarding
NHC’s On Sold letters, enforcing strict timeframes on homeowners to complete outstanding actions. The groups discussed
the implication on Engineering New Zealand services, with NHC confirming the 20-working day timeframe in relation to
engineering would not apply to these referrals. Panel members expressed concern regarding the timeframes for direct
engagement reports with the EAG questioning the level of detail expected within these timeframes.

NZCRS progressed co-funding arrangements with NHC given the increase in direct requests for Engineering New Zealand’s
panel services involving cases NZCRS are not assisting with. As a result of this arrangement, NHC representatives will attend
both EAG and Panel quarterly meetings going forward.
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7) Wellbeing

NZCRS has established a bespoke wellbeing service for homeowners affected by natural disaster events, see attached
Appendix A for the latest report.

8) Events

Whilst this report has focused across the motu it is also important to look in some detail at each event currently being
responded to by the NZCRS. NZCRS has managed cases in 15 of the 16 regions across New Zealand with active cases in 11
of those regions. The numbers in each region below indicate the active cases as the 315t of December 224.
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Open Cases Monthly Development - CES
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It is important to note that of the 536 CES cases open as at the 315t of December 2024 82.1% were with NHC. This
represents a change in the trend for this event as it is up from 79.1% last quarter and 75.5% in Q2 2024. Of the open cases
7.4% are with SRES (down from 8.8%) and 5.05% with the IAG group, down 1.2% from last quarter. Other insurers made up
Tower again down slightly at 1.9%, Vero down to 1.2% and other insurers 1.6%.

NHC Cases as a Proportion of all Open Cases - CES
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New Cases by Issue Owner - CES
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Cash settlement remains the preferred settlement option for homeowners and insurers in the CES with 44% of cases
settling for an out of policy cash agreement, up from 36.0% last quarter. This returns to the previous increasing trend
suggesting NHC’s movement to cash settlement of cases is increasing both the speed and cadence of settling cases with
NZCRS. This is partly the ongoing impact of On Sold cases coming in as NHC looks to cash settle the under-cap portion of
the claim.

Outcomes of Closed Cases Q4 - CES

Agreement Reached - Cash Settlement NN 49
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Over cap on sold cases not in the Treasury Programme remain a significant challenge for NZCRS and are being managed on
a case-by-case basis with NHC. These are cases where the homeowner has purchased the property since the earthquake
and either not registered for the Programme, or missed the Programme cut-off date (applications closed October 2020).
These homeowners have subsequently discovered either damage that was missed by NHC in the original repair, damage
that was not repaired correctly, or as in some cases, damage that was found by NHC but not repaired for a variety of
reasons. These homeowners are often in a position of significant negative equity and/or insolvency due to the unknown
damage and its impact on their property value.

As at the 315t of December 2024 NZCRS were managing 167 cases with NHC where the homeowner owned them at the time
of the earthquake (BAU) unchanged from 163 in September 2024 and 257 that have been on sold down slightly from 261 in
September 2024.

NZCRS has noted a shift by NHC on these cases that then go overcap with NHC less willing to negotiate a settlement
resulting in more homeowners considering alternative dispute resolution services. We understand from local lawyers in
this area that there has been an increase in the number of cases being filed in the High Court against NHC.
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Council to ensure there was a valid reason for reopening the insurance claim to ensure this did not cause confusion for the
homeowner. Where appropriate, NZCRS supported the homeowner in providing the relevant insurance documentation to
the Council to aid the buyout process.

Outcomes of All Closed Cases - Auckland
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In December, NHC’s National Reference Group (NRG) met, and the Auckland Recovery Office and community leaders were
invited to attend and present on their experiences in relation to the weather event. NHC advised NZCRS that the presenters
were incredibly complimentary of NZCRS. The NZCRS Canterbury Homeowner Advisory Group (CHOAG) Chair Tom
McBrearty is a member of the NRG and provided the following feedback:

“Tania Heke and Linda Greenalgh (Auckland Recovery Office), Tanya Bidois and Nina Mardell (community leaders and
homeowners) were our guest presenters, and they were excellent. At times you could see the emotional toll and you could
hear it in their voices. There were five members in attendance who were from Canterbury including myself and each of us
were left in no doubt that the response process and the support process has vastly improved and NHC/EQC delivers for the
people with NZCRS providing the claimant support.

Fiona, this is where your name became the face of NZCRS and the go to person for the people below. As the Chair of the
NZCRS Homeowner Advisory Group it made me very proud that your focus on services, accessibility and knowledge
combined with humility and professionalism was highlighted by each of these people individually and collectively to our
group. Linda Greenalgh summed it all up by saying “If we could clone Fiona Paton, we would like at least three of her”.
Tania, Tanya, and Nina agreed, and they endorsed the need for NZCRS in any major event anywhere in NZ. Without NZCRS
they felt they would still be seeking answers to complex issues, and they said you reduced the complex to simple bite sized
chunks that could be understood.

From me personally Fiona, Thank You. It makes my day to hear that people such as yourself deliver with heart”.

In line with NZCRS’ Activation Guidelines, the Auckland Flooding event will be considered BAU as of 1 March 2025. What
this means is NZCRS will still be available to assist those affected homeowners, but reporting lines for Auckland based staff
will change and the Lead will return to reporting to the Manager Case Resolution.

| would like to take this opportunity to thank Fiona Paton for taking on the role of Lead for the Auckland event and echo the
comments made by the CHOAG Chair above. She relocated to Auckland temporarily following the event and successfully
lead the team on the ground. In the coming months, Fiona will prepare a Lessons Learnt document capturing what went
well in the response, and what considerations the service should make next time for this region in future events to ensure
NZCRS continues to grow and adapt to the needs of the homeowners and communities it supports.

8.3) 2023 Cyclone Gabrielle

As at 31 December 2024, NZCRS has resolved 526 cases and continues to support homeowners with 59 open cases. This
open case load is down from 83 in the previous quarter and continues the incredible work of our Case Managers on the
ground in the region.
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Open Cases Monthly Development - Cyclone Gabrielle
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NZCRS is now clearly dealing with the tail of this event as the number of cases into the service has decreased and the
number of cases being closed has also reduced due to the complexity. NZCRS has closed more cases than it has opened for
this event for the past 13 months with staff reducing in the East Coast from four fulltime equivalent (FTE) at the peak of the

event to now only having one FTE on the ground. Support is being provided from the Christchurch office although this is
also expected to reduce in the coming quarter.

Registered vs Closed Cases - Cyclone Gabrielle
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NZCRS continues to support the Wairoa District Council for the recent flooding event there. NZCRS is working with the

Council’s project manager to determine exactly what this will look like. This has been instigated to gain some transparency

after another local organisation had received funding and stripped out walls in some insured homes with no plan to
reinstate.

9) Operational Update
9.1) Contact Centre

In line with the lower number of events within New Zealand as noted earlier in this report NZCRS continues the downward
trend in the number of calls into the service with 71 this quarter down from 84 in Q3 2024 and 185 in Q2 2924.
Adjustments were made to the registration process, meaning people filling in this form online or with our Contact Centre

staff were aware of the support NZCRS could provide. We have since seen a decrease in the number of calls and queries
relating to claims outside of our remit such as car claims.
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9.2) Staff

As noted previously in this report NZCRS has decreased the number of FTE within the service by two over the quarter. This
has been in line with the decreasing demands for the service as the number of natural disaster events have decreased across
New Zealand. NZCRS is currently assessing future demands given the recent Dunedin weather event and the impact of
potential changes coming to the Treasury On Sold Programme. In terms of Fixed Term staff NZCRS currently has two in the
CES, one in Auckland (down from three in the previous quarter) and one in the East Coast.

9.3) ISO Certification and QMS

NZCRS continues to work towards I1SO 9001 certification and operationalising continuous improvement across the
organisation.

As indicated in previous reports, NZCRS is focussed on embedding its quality management system (QMS), making sure we
are meeting the expectations/requirements of the homeowners we support and enhances their satisfaction levels.

One key function of the QMS model are case audits, which are carried out on a monthly basis. Three open and three closed
cases are randomly selected, with the Manager Case Resolution reviewing the claim and marking it against the following
criteria:

1. Understanding the case
2. Communication

3. Responsiveness

4. Review and resolution
5. Information provision
6. Expert engagement

7. Documentation

Each of the above criteria are weighted, with sub-topic weightings e.g. under Expert engagement, the criteria included ‘Has
identified the relevant issues and the necessary expertise required to progress’. This holds a 5% weighting. Once all criteria
are granted a weighting, the case receives an overall score out of 100%.

The average score for Q4 was 90% adherence. The Manager Case Resolution identified that this score was driven down due
to the full service offering not being clearly communicated to all homeowners e.g. ability to access free legal and wellbeing
support. To mitigate this in the future, NZCRS is working on a supporting document Case Managers will take their
homeowners through to ensure their understanding of the full suite of services.
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The Manager Case Resolution is due to discuss the findings of these audits further as part of his quarterly performance
conversations with staff.

Full case reviews of all open cases (in addition to these monthly audits) in NZCRS’ portfolio are carried out six monthly and
will be completed in the coming months. NZCRS will continue to monitor the accuracy of its data, any systemic issues
needing to progress with stakeholders, actions and system improvements made as a result of the QMS.

9.4) Systemic Issues

Given the very low level of demand there are currently no new systemic issues being managed by NZCRS.

9.5) Governance Review

At the establishment of NZCRS, governance arrangements were established that considered the involvement of
Homeowner Advisory Groups (HOAG) to ensure the service remained focused on the homeowner at the centre and to
ensure best practice for engagement with communities affected by natural hazard events.

The underlying Kaupapa was that for each event NZCRS responded to, a HOAG would be established and that a
representative from that group would have a seat on the overarching NZCRS Advisory Committee to ensure good
governance and connectivity with affected communities.

Following the Canterbury Earthquakes Sequence (CES), the Greater Christchurch Claims Resolution Service (GCCRS)
established a CES HOAG (CHOAG) which has proven itself to be effective in holding NZCRS to account whilst providing direct
feedback from those affected or working with homeowners. CHOAG was a central pillar to the establishment of the NZCRS
as a national service.

The formation of NZCRS was based on the proven success of GCCRS in supporting homeowners not just effectively and
efficiently but also by reducing lengthy and costly litigious court based judicial hearings.

NZCRS did not establish a HOAG in either the Nelson, Auckland or Cyclone Gabrielle events due to both the perception that
one was not required and the lack of clear guidelines.

During this quarter NZCRS has been reviewing the ongoing nature of the CHOAG and the wider governance structure. A
report is being prepared and will be discussed with individual governance members over the coming month.

9.6) Effectiveness and Efficiency
NZCRS continued to work on better demonstrating the effectiveness and efficiency of the services being provided.

As at the 315t of December 2024 NZCRS is currently supporting homeowners house values of $706m down from the previous
quarter level of $808m, which makes sense given the reduced number of cases.

Following on from the pilot project detailed in the Q3 2024 report, NZCRS staff categorised their closed cases for Q4 period
to further test the categories suggested. These categories include:

1. Made the process easier — NZCRS educated the homeowner, provided information/support/guidance, and the
homeowner was empowered to proceed with their claim without NZCRS active involvement, knowing they could
return to NZCRS at any stage.

2. Ensured the right outcome — NZCRS involvement confirmed the insurer/NHC position was correct and the policy
entitlement was being offered. This category covers a number of different scenarios also including the Council
buyout scheme.

3. Financial increase — NZCRS’ case management saw the value of the claim increase. This is when our direct
involvement saw a change in the scope of works and therefore increased the settlement value.

If financial increase is selected, the Case Manager is also to enter the value added. When this relates to a confidential
settlement such as a mediation or determination outcome, this remains as ‘Confidential’.

There is also a 4t" category to be used by the Support Team only — ‘Not applicable’. This is used when the homeowner does
not engage from the outset and does not return a consent form.

Of the 267 cases closed during Q4, NZCRS made the process easier for homeowners through self-guided resolution (made
the process easier) for 27%. 39% of the closed cases ensured the right outcome was reached, and 26% resulted in a financial
increase. The financial increase due to NZCRS' involvement over the quarter was $15.03m.

This workstream is still under review, with NZCRS ensuring its parameters are clearly documented and an internal audit to
commence to validate the findings.
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Appendix A — CES Wellbeing Report
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Appendix B — Key

GCCRS
BAU
CEIT
ENZ
RAS
EQC TOKA TU AKE
NHC
SRES
IDRS
ICNZ
IFSO
MBIE

NDRA

NZCRS

OspP

Greater Christchurch Claims Resolution Service
Business as usual

Canterbury Earthquakes Insurance Tribunal
Engineering New Zealand/Te Ao Rangahau
Residential Advisory Service

Earthquake Commission

Natural Hazards Commission (replaced EQC on 1 July 2024)
Southern Response Earthquake Services Limited
Internal Dispute Resolution Service

Insurance Council of New Zealand

Insurance and Financial Services Ombudsman
Ministry of Business Innovation and Employment

Natural Disaster Recovery Agreement between NHC and private insurers for the management
of NHC cases

New Zealand Claims Resolution Service

Treasury On Sold Programme
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