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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 Tū 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 Tū 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 Tū 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 “I 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 I 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 I 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 TŪ AKE 
EQC's inept attempts at repair and only after my insurers recommended that I make contact. I was so glad that I 
did as the helpful and reassuring contacts I 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 TŪ 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 I probably would have buckled under ... pressure 
and always doubted that I 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 7 
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.  

 
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.  

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

 

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. 

 

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 CoLiberate 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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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 
1st 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. 

 

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 Tū 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 Tū 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 Tū Ake EQC and will remain a focus of attention going 
forward. 
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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.  It is 
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 TŪ AKE EQC Enquiry Response 

GCCRS continues to work with MBIE on the response to the TOKA TŪ 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     Greater Christchurch Claims Resolution Service  

CEIT     Canterbury Earthquake Insurance Tribunal  

ENZ     Engineering New Zealand  

RAS     Residential Advisory Service  

HO     Home Owner  

TOKA TŪ AKE EQC   Earthquake Commission  

SRES     Southern Response  

IDRS     Internal Dispute Resolution Service  

MBIE     Ministry of Business Innovation and Employment  

MOJ     Ministry of Justice  

HOAG     Home Owner Advisory Group  

LAG     Legal Advisory Group  

DOA     Deed of Assignment  

RTM     Round Table Meeting  

FT     Finalisation Triage  

IA     Initial Assessment  

MUB     Multi Unit Building 
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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 2nd 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.  I 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.  I 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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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). 

 

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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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 
Q1 2024 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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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." 

- Ōtautahi/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.” 
- Ōtautahi/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.” 
- Ōtautahi/Christchurch homeowner 

"My need for EQC and your service came at a critical point as I 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 I was neither prepared for nor equipped to handle. Our advocate was reassuring, 
knowledgeable, very professional and enabled a very satisfactory outcome. Thank you." 

- Ōtautahi/Christchurch homeowner 

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

- Tāmaki 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.” 
- Tāmaki 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." 

- Tairāwhiti/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. I will recommend NZCRS to anyone." 

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

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

- Te Matau-a-Māui/Hawke's Bay homeowner  
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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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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.   

 

 

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.  
 

 

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.   

 

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 3rd 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    Greater Christchurch Claims Resolution Service  

BAU   Business as usual 

CEIT     Canterbury Earthquakes Insurance Tribunal  

ENZ     Engineering New Zealand/Te Ao Rangahau 

RAS     Residential Advisory Service  

EQC TOKA TŪ AKE    Earthquake Commission  

NHC   Natural Hazards Commission (replaced EQC on 1 July 2024) 

SRES     Southern Response Earthquake Services Limited 

IDRS     Internal Dispute Resolution Service  

ICNZ   Insurance Council of New Zealand 

IFSO   Insurance and Financial Services Ombudsman 

MBIE     Ministry of Business Innovation and Employment  

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

NZCRS   New Zealand Claims Resolution Service 

OSP   Treasury On Sold Programme 
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A message from the Director 
This NZCRS Director’s Report will be my last as I finish up with NZCRS at the end of March 2025. The decision to step down 
was not an easy one, but I knew it was time for me to move on after living and breathing the Canterbury Earthquakes 
experience for over 14 years now. I am looking forward to spending some quality time with my family before I 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, I 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, I thank you. 

To our stakeholders, including but not limited to the NHC, ICNZ, Engineering New Zealand, Pathways, I 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. I 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. 

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

Lastly of course I 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 I know the NZCRS team will continue to thrive under 
their leadership.  

While I will no longer be with the team, I 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. I 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 Q41 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). 

 

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 costs2”. 

Closure rates were also down for the 4th quarter with 266 cases closed compared to 280 in the 3rd 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 3rd 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.  

 

 
1 Q1 Jan-Mar, Q2 Apr-Jun, Q3 Jul-Sep, Q4 Oct-Dec:  2 www.insurancebusinessmag.com/nz/  
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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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"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-Māui/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 31st of December 224. 
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It is important to note that of the 536 CES cases open as at the 31st 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%.   
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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. 

 

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. 

I 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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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 ISO 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 31st 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 4th 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    Greater Christchurch Claims Resolution Service  

BAU   Business as usual 

CEIT     Canterbury Earthquakes Insurance Tribunal  

ENZ     Engineering New Zealand/Te Ao Rangahau 

RAS     Residential Advisory Service  

EQC TOKA TŪ AKE    Earthquake Commission  

NHC   Natural Hazards Commission (replaced EQC on 1 July 2024) 

SRES     Southern Response Earthquake Services Limited 

IDRS     Internal Dispute Resolution Service  

ICNZ   Insurance Council of New Zealand 

IFSO   Insurance and Financial Services Ombudsman 

MBIE     Ministry of Business Innovation and Employment  

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

NZCRS   New Zealand Claims Resolution Service 

OSP   Treasury On Sold Programme 

 
 




