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1 Executive Summary 

1.1 Introduction 
The Tenancy Bond Transformation Project has been established to replace the legacy Tenancy Bond 
ICT system (Bond2000), and the associated bond management operating model, with a modern 
system that meets customer, service delivery, regulatory, and data needs.  

The existing Bond 2000 system is at the end of its usable life and at high risk of failure. It is also not 
well aligned with increasing customer expectations relating to automation, ease of use, accessibility, 
and privacy. The new system will enable customers to conduct tenancy bond transactions online 
with minimal assistance required from the Tenancy Bond Services (TBS) and Service Centre teams. 
The transformation will ensure that residential tenancy bond transactions – a legislative function – 
are stable, secure, supported; as well as meeting and improving on our committed service 
requirements and customer expectations.  

The bond service has grown significantly over the years. In 1999, the Trust Account held around 
$100 million in bonds ($152 million in 2019 dollars); by 2010 it had increased to $305 million ($351 
million in 2019 dollars), and it currently holds over $750 million in bonds. This is projected to 
increase to $1.5 billion in 2029.   

There are currently over 460,000 active bonds, and in the 2022/23 financial year to date, TBS lodged 
a total of $218 million in bond lodgements and refunded $205 million in bond refunds. The 
continued growth of New Zealand’s rental market is expected to result in an increase in the number 
of bond transactions in the future. 

The project scope includes: 

1. Change management and customer and stakeholder engagement to ensure MBIE users and 
customers have the knowledge they need to use the new system effectively and make it 
easy for them to do the right thing. 

2. A transition period from the old system to the new as functionality is deployed 
incrementally. 

3. Continuing to stabilise Bond2000 to ensure it remains available until all functions have been 
replaced. 

4. Establishing the ongoing support and continuous improvement operating model for the new 
system handover to the business. 

5. Decommissioning of Bond2000 and associated legacy components once the new system is in 
place.  

1.2 Strategic Case 
The main objective of the investment is to provide a new Tenancy Bond ICT system for more 
effective management of tenancy bonds under the Tenancy Bond Services Strategy approved in 
2019. The Tenancy Bond Strategy identified the following principles:  

1. The customer and stakeholders are at the centre.  
2. We make compliance and interacting with us (as the regulator) easy. 
3. It is the tenant’s money until determined otherwise.  
4. The tenancy bond service is easy to use - whether your situation is simple or complex. 
5. We value the role of bond data in supporting the regulatory system. 
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A significant barrier to implementing this strategy is that the bond service and processing model are 
limited by the current legacy ICT system, Bond2000. That system carries significant technical and 
operational risk. 

This project is an initiative identified in Budget 2021. 

1.3 Economic Case 
The following short-listed options have been considered to determine the option most likely to 
optimise value for money, usability, and supportability of the tenancy bond management system 
(the preferred option). 

1. Option 0: Status quo (do nothing). 
2. Option 1: Upgrade the existing Bond2000 system (do minimum option). 
3. Option 2: Procure a new tenancy bond system (preferred way forward). 
4. Option 3: Purchase a Commercial Off The Shelf (COTS) system. 
5. Option 4: Remove tenancy bonds from the tenancy regulatory system. 
6. Option 5: Adapt software used in other jurisdictions. 

The preferred option (option 2) proposed in this business case is to replace Bond2000 with a new 
system that allows customers (tenants, landlords and property managers) to complete their bond 
transactions online without the intervention of MBIE staff wherever possible.  This will be built using 
the Microsoft Power Platform, in alignment with MBIE’s enterprise digital strategy.  

The options to continue to use Bond2000 (the status quo and do minimum options) are not feasible 
as the technology is fragile, unsupported and at high risk of failing. Upgrading and like-for-like 
replacement options were investigated. However, due to the highly customised nature of the 
technology, it was decided that the most efficient use of resources would be to replace the entire 
system.  Work has been undertaken to stabilise and ring-fence Bond2000 to ensure it can continue 
until the new system is in place but there are still significant risks. Continuing to use Bond2000 does 
not allow Tenancy Bond Services to improve customer experience and service delivery, provide the 
online functionality that our customers expect or extract benefits from bond data. 

1.4 Commercial Case 
A Request for Information was conducted in October 2021 to identify suitable technology options for 
a replacement system.  This found that there are no products that could be used ‘out-of-the-
box’.  Based on the responses, MBIE Enterprise Architects conducted a technology options analysis 
and proposed the Microsoft Power Platform.  The Microsoft Power Platform is MBIE’s strategic 
approach to ‘low code’ technology to deliver this sort of functionality.   

A Request for Proposals (RFP) was conducted in 2022 and an implementation and delivery supplier 
has been selected as a result. The final stage of the procurement (the discovery phase) to refine 
costs and develop a detailed implementation plan was completed mid-February 2023. This phase 
was successful, and the business case includes the costs and duration proposed by the supplier in 
their RFP response.  
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1.5 Financial Case 
Funding for this project and for the operational support of the new system was allocated in Budget 
20211. This identified funding of $20 million of capital (against the Business, Science, and Innovation 
Vote) and $18 million of operating funding (against the Building and Construction Vote) to ensure 
that the ICT system used to facilitate residential tenancy bond transactions is stable, secure, and well 
supported. The system replacement will deliver much needed service improvements, improve data 
quality, and support outcomes across the wider tenancy regulatory system.  

The investment required to implement the new system is assessed as achievable within the capital 
and operating funding allocated within Budget 2021.  

1.6 Management Case 
A project has been established to manage the sourcing and implementation of the Tenancy Bond 
Transformation using MBIE’s project management methodology which is consistent with industry 
standard. A steering group is in place along with a Reference group which advises on requirements 
and scope as needed.  

1.7 Next Steps 
This business case is seeking formal approval to allow the project to progress with the 
implementation of the preferred option.  

 
1 Wellbeing Budget 2021: Securing Our Recovery (treasury.govt.nz). 
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2 Introduction 
The Ministry of Business, Innovation and Employment (MBIE) is seeking to replace the extant legacy 
tenancy bond system (Bond2000) with a modern, fit-for-purpose solution. 

This indicative business case seeks approval for the replacement of the Tenancy Bond ICT system, 
funding for which was allocated in Budget 2021. This will allow MBIE to engage the preferred 
supplier to progress the detailed design, build, test and deployment of the new tenancy bond 
system. 

The purpose of this indicative business case is to: 

1. confirm the strategic context and fit of the proposed investment; 
2. confirm the case for change and the need for investment; 
3. present a preferred way forward; 
4. present the strategies and plans that will see the successful delivery of the proposed 

solution, optimum benefit realisation and return on investment; 
5. enable decision makers to make informed decisions with respect to providing approval to 

commit funds; and  
6. seek approval from MBIE’s responsible Minister of this indicative business case.  

An Implementation business case will be presented to MBIE’s governance forums for approval in 
August 2023. This will include the detailed plan and costs for the project after the completion of the 
high level solution design phase with the vendor. 

3 Strategic Case - making the case for change 
The Strategic Case summarises the strategic context for the investment proposal and makes the 
robust case for change.  It demonstrates alignment of the proposed investment with wider national 
or sectoral priorities and goals, policy decisions, other multi-agency projects (if relevant) and with 
the MBIE’s strategic intentions. 

3.1 Organisational overview 
The MBIE Tenancy Services group provides services for customers to lodge and refund bond money 
and related transactions. The group has responsibility for: 

• The administration of the Residential Tenancies Act, Unit Titles Act, and the Healthy Homes 
Guarantee Act. 

• Providing services for resolving disputes, including mediation, and coordinating the Tenancy 
Tribunal. 

• Holding bond monies in trust. 
• Monitoring and enforcing compliance with the Residential Tenancies Act, Healthy Homes 

Guarantee Act, and associated regulations. 
There are around 600,000 households in New Zealand that rent and over 450,000 active bonds 
managed in the current tenancy bond management system with a value of over $750 million. The 
system used to administer tenancy bonds (Bond 2000) is at the end of its usable life and at high risk 
of failure. It is also not well aligned with increasing customer expectations relating to automation, 
ease of use, accessibility, privacy. An effective and efficient tenancy bond service is critical to a well-
functioning regulatory system.  
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The Tenancy Bond Services Strategy approved in 2019 established the following principles for the 
replacement bond management system: 

• The customer and stakeholders are at the centre.  
• We make compliance and interacting with us (as the regulator) easy.  
• It is the tenant’s money until determined otherwise. 
• The tenancy bond service is easy to use - whether your situation is simple or complex.  
• We value the role of bond data in supporting the regulatory system. 

The extant legacy system presents a significant barrier to implementing this strategy.  

3.2 Alignment to strategic intentions 
Wellbeing Budget 2021: Securing Our Recovery [Budget 2021]2 focussed on improving the living 
standards of New Zealanders by tackling long-term challenges and ensuring that what matters to 
New Zealanders drives Government decision-making. Within this context, the Government outlined 
investments in Budget 2021 to support the long-term wellbeing of New Zealanders including 
changes to healthy homes standards and Residential Tenancy Act Amendments, as well as allocating: 

“$18 million operating and $20 million capital funding to ensure that the ICT system used to 
facilitate residential tenancy bond transactions is stable, secure, and well supported. The 
system replacement will deliver much needed service improvements, improve data quality, 
and support outcomes across the wider tenancy regulatory system.” 

This seeks to address significant ICT risks to ensure the ICT system used to facilitate residential 
tenancy bond transactions – a legislative function – is stable, secure, supported, and meets service 
requirements and customer expectations. System replacement will not only avoid the risk of system 
failure or compromise but deliver much needed service delivery improvements and improve the 
quality and availability of data.  

The Te Riu Karangi – Tenancy Bond Transformation project will replace the legacy system with a new 
ICT platform that meets these requirements. Replacing the system will not only avoid the risk of 
system failure but also deliver much needed service delivery improvements for customers, such as 
allowing customers to conduct all tenancy bond transactions online (while also allowing for those 
that do not have digital access) and improving the quality and availability of data from the bond 
system. Funding of $17.983 million operating (over the four years from FY21/22 to FY24/25) and $20 
million capital was tagged to the Tenancy Bond ICT System Replacement in Budget 2021 for the final 
phase of the replacement project - the build, deployment, and ongoing maintenance and support of 
the replacement system. This was allocated under the Building and Construction Vote (operating) 
and Business, Science and Innovation Vote (capital). 

The replacement of the Tenancy Bond ICT System is a multi-year project, and the new system will be 
implemented using a phased approach over three years. Earlier stages of the project were funded 
through Budgets 2018 and 2019 which produced a number of deliverables, including, the Tenancy 
Bond Services Strategy for the replacement service, the service design for the replacement service, 
requirements definition and business process exploration.  

 
2 Wellbeing Budget 2021: Securing Our Recovery. 
https://www.treasury.govt.nz/publications/wellbeing-budget/wellbeing-budget-2021-securing-our-
recovery   
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3.3 The case for change 
The Residential Tenancies Act3 allows landlords to charge tenants up to four weeks in rent as a bond 
that can be used to pay any rent owed, repairs of any damage to the property caused by the tenant, 
or other related claims at the end of the tenancy period. MBIE’s Tenancy Bond Services team 
processes all residential tenancy bond transactions. MBIE is required to deposit all bond money 
received into a Trust Account4 with any resultant interest, dividends, and other gains arising treated 
as departmental revenue. 

3.3.1 Problem and opportunity statement 
The following issues have been identified with the extant Tenancy Bond ICT system (Bond2000) that 
will prevent the successful implementation of the Tenancy Bond Services Strategy: 

1. The system is based on legacy technology that is no longer supported and presents a high 
risk of technology failure. 

2. Manual processing of paper forms is time consuming and resource intensive, results in 
delays for customers, and creates privacy risks. 

3. Data entry errors and missing information on manually completed forms results in poor data 
quality and limits the ability to use the data to inform policy and service delivery decisions. 

4. Customers are unable to access accurate and up to date information, particularly at busy 
times when form processing can take several days to complete. This can result in tenants 
being paid their bond refunds weeks after moving out of a property. 

5. Up to $4 million in bonds remain unclaimed or are not collected each year as a result of 
customer contact details held in the system being incorrect or refund processes not being 
completed.  

6. Currently the MBIE Service Centre receives over 10,000 calls per month from customers 
asking about the status of their bonds.  

7. Opportunities to target information, education, and identify pathways for early problem 
resolution are not realised as the bond service is not well integrated with the rest of Tenancy 
Services. 

8. The ability to utilise quality data to provide for regulatory insights, or input into policy-
setting and compliance is limited. 

3.3.2 High-level business outcomes 
The following high-level business outcomes are linked to the delivery of the new Tenancy Bond 
Strategy:  

1. An improved experience for users of the Tenancy Bond ICT system; and, 
2. Increased satisfaction expressed by customers interacting with Tenancy Services via the 

Tenancy Bond ICT system. 
To achieve these high-level outcomes and to meet the changed needs of customers, this 
necessitates a replacement of the current outdated and outmoded Tenancy Bond ICT system and 
manual service delivery model with a modern multi-channel service delivery offering. The 
replacement Tenancy Bond ICT system will automate the Tenancy Bond process and deliver the 
following system improvements: 

 
3 Residential Tenancies Act 1986. 
4 The Residential Tenancies Trust Account. 
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1. Improved timeframes for bond refunds. This will alleviate customer concerns relating to 
delayed repayment of the bond from their previous tenancy and, in turn, support tenants 
fund the bond for their next tenancy. The move away from the manua l bond transaction 
process w ill aid visibilit y at all stages of the bond process. 

2. A reduction in unclaimed and uncollected bonds. Customers w ill experience improved 

outcomes through the reduced number of unclaimed and uncollected bonds. 
3. A reduction in calls to the Service Centre. As customers get used to being able to view bond 

details and update their contact information online this is expected to reduce calls to the 
Service Centre for those activit ies customers can perform themselves. 

4. Customers5 will be able to lodge and request refunds on-line. Customers will have full 

visibility of the status of their bonds and be able to lodge or request bond refunds through 
an on-line portal. Those customers who unable to access the portal will still be able to ca ll 
the Service Centre. 

5. Landlords and property managers will be able to integrate their property management 
software. This will eliminate the potential for errors to arise through the duplicate entry of 
information into different systems and reduce landlord and property manager processing 
time. 

6. Data can be relied on. Bond data is accurate, reliable, and can be used to improve 
regu latory decision-making and policy interventions. 

7. Reduction in technology risk. The new Tenancy Bond ICT system will be stable, well 
supported, and reduce technology risk with high quality information supporting more 
effective management of debt. 

8. More effective case management. The new operating model will support a more effective 
case management approach being taken by Tenancy Bond Officers allowing them to better 

personalise their interactions w ith tenants. The new system will also support the Service 
Centre taking an increased role managing exceptions and complex requests. 

3.3.3 Project objectives 

The Tenancy Bond Transformation project objectives are to: 

• implement a new technology system that meets the requirements of Tenancy Services 
and improves service delivery and the customer experience. 

• ensure that customers are well supported in adapting to a changed service delivery 
model and using the new Tenancy Bond ICT system. 

• establish an operating and support model for the new Tenancy Bond ICT system, and 
those changed funct ions that will be provided by Tenancy Bond Services and the Service 

Centre when the Tenancy Bond Strategy is implemented. 

• decommission the extant legacy Bond2000 system. 

3.3.4 Potential scope and services 

In scope Scope exclusions 

Implementation of a new bond technology 
system, that includes: 

• online portal for tenants, landlords and 
property managers to conduct their 

5 This includes tenants, land lords and property managers. 
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In scope Scope exclusions 

bond t ransactions and maintain their 

contact information. 

• backend system for MBIE users to 
manage the Bond Service and respond 
to customer inquiries. 

• consistent management report ing. 

• an integration facility (API) to allow 
property management systems to send 
bond t ransactions directly to the new 

system. 

Ensure that all active bond information that 
remains in the legacy database is available for 
internal users to copy into the new system as 

required. 

Implementation of the Archive Disposa l and 
Retention policy so that inactive bonds 
refunded more than 7 years previously are 
archived. 

Decommission legacy technology. 

Migration of bond data on a case-by-case 

basis in conjunction with property managers 
and land lords to va lidate that the data is 

correct and complete. 

Change management for interna l and external 
users, customers and other stakeholders to 
ensure that they have appropriate support to 

work with the new operating model and use 
the new system. 

3.3.5 Main benefits 

Bulk migration of Bond data from Bond2000 to 
the new system 

The project Benefits are outlined in the table below. 

Benefit Benefit Type Benefit Name Benefit Description 

# 

1 Improved 
services 

(External) 

MAKO 134785412 

Improved customer 
experience 

There are multiple benefits of this type 
which can be measured in the following 
ways: 

1. Improved customer satisfaction. 

2. The percentage of refunds that are 
processed 'straight through' (i.e., 
without MBIE staff intervention) 

within one working day. 
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Benefit Type Benefit Name 

Improved Improved bond operations 
services -
internal & 
external 

Technology Reduced technology Risk 
risk 

Future Technology Flexibility 

focussed 

Key risks 

Benefit Description 

3. Reduced numbers of uncollected 
and unclaimed bonds. 

4. Reduction in the number of privacy 
breaches. 

5. Reduction in the number of calls to 
the Service Centre for activit ies 

customer can undertake 
themselves. 

There are mult iple benefits of this type 
which can be measured in the following 
ways: 

1. The percentage of transactions 
conducted on line; the target is 
greater than 80%. 

2. Avai lability of better reporting on 
bonds. 

New system built on supported 
technology and passes cybersecurity 
accreditation and cert ification. 

The new system will allow future 
changes to legislation or service delivery 
to be introduced as required. 

An initial risk assessment has been carried out and the following key risks have been identified. A 

more fulsome summary of r isks associated with the project is included at Appendix A. 

Risk Consequence Likelihood Comments and Risk Management 
(H/M/L) (H/M/L) Strategies 

Technology Risk of H M Monitor the impact of changes in the 

legacy system wider MBIE environment and 
(Bond2000). remediate as needed. 

Legislation changes not H M Work with Tenancy Services, MBIE 
made in t ime to allow Legal, and MHUD to ensure changes 
transactions to be are made. Include a "Plan B" in the 
received without a system design to allow for signatures if 
physical signature. the legislation change does not happen 

in t ime. 

Approved funding is M M Close management of project 
not enough to approach. Active management to avoid 
complete project. scope creep, identify and eliminate 

inefficiencies. Reporting to board of 
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project finances and any call on 
contingency allocation. 

New system and M L Involve representative customer user 
service design does not groups during design and testing. 
meet customer or Change management to include 
business requirements. education and support needed to 

ensure easy adoption. 

3.3.7 Dependencies and assumptions 

The following dependencies have been identified : 

# Description Impact Date needed 

1 Changes to the Residential The new system assumes Legislation changes need to 

Tenancies Act to allow that customers will login to be in place prior to go live, 

t ransactions to be received authorise t ransactions. If however confirmation of 

without a signature the legislation changes are this t iming is needed as 

not made in t ime, the soon as possible so that the 

system will need to be appropriate system design 

changed to accept physical is implemented. 

and electronic signatures. If certainty of t iming is not 

possible, then the system 

will be designed to accept 

signatures. 

The following assumptions have been made in developing the project: 

# Description Validation date 

1 The required legislation changes will happen as planned. Prior to go live. 

2 The costs (funded by the project) for MBIE and externa l Financial year end 2023 and 

resources to support implementation do not change 2024. 

materially. 

3 The M icrosoft Power Platform to support the new Through the Delivery phase. 

Tenancy Bond system has the funct ionality required w ith 

only minimal customisation. 
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4 Economic Case - exploring the preferred way forward and 
identifying the preferred option 

The purpose of the economic dimension of the business case is to identify the proposal that delivers 
best public value to society including w ider social and environmental effects. It demonstrated that 

options have been considered and provides rationale for the recommended option . 

4.1 Critical success factors 

The Tenancy Bond Transformation project w ill deliver a modern, stable, and well supported 
technology system that supports customers in meeting their obligations under the Residential 
Tenancies Act by enabling them to easily access and manage their tenancy bond information. 

The Critical Success Factors (CSFs) for the project are listed below: 

Key Critical Success Factors Description - how well the option supports the CSFs 

Strategic fit and business needs 1. meets the agreed investment objectives, related 
business needs, and requirements. 

2. fits w ith other strategies, programmes, and 
projects. 

Potential value-for-money and 1. optimises value-for-money (the optima l mix of 

public value benefits, costs, and risks). 
2. optim ises public value w hen We llbeing benefits are 

considered. 

Supplier capacity and capability 1. matches the abi lity of potent ial suppliers to deliver 

the required services. 
2. is likely to result in a sustainable arrangement that 

optimises value-for-money over the t erm of the 
contract . 

Potential affordability 1. can be met from available funding. 

2. matches other funding constraints. 

Potential achievability 1. is likely to be delivered given the organisat ion' s 

ability to respond to the changes required. 
2. matches the level of available skills required for 

successful delivery. 

4.2 The Preferred way forward 

The preferred way forward is the implementation of a new technology solution alongside changed 
operating and service delivery models to faci litate online bond t ransactions. This w ill enable the 
Tenancy Bond Services team to focus on managing those t ransactions that require intervention and 
to assist customers who have difficulties using or accessing the online system. 

4.3 Options assessment 

The follow ing opt ions were considered during the process of determining the preferred way forward 

(t he Recommended Option): 
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1. Option 0: Status quo (do nothing). 
2. Option 1: Upgrade the existing Bond2000 system (the do minimum option). 
3. Option 2: Procure a new tenancy bond system (the preferred way forward). 
4. Option 3: Purchase a Commercial Off The Shelf (COTS) system. 
5. Option 4: Remove tenancy bonds from the tenancy regulatory system. 

6. Option 5: Adapt software used in other jurisdictions. 

These options are described in further detail in the tables below. Option 2 (the procurement of a 

new tenancy bond system) is the only option assessed as providing the required investment 
outcomes. Option O is carried forward as the baseline comparator. 

Option O Do nothing (retained as a baseline comparator) 
(status quo) 

Summary 

Option 1 
(do minimum) 

Summary 

Advantages 

Disadvantages 

Conclusion 

Option 2 
(recommended 
option) 

Summary 

MAKO 134785412 

The existing Bond2000 system is based on legacy technology that is no longer 

supported and presents a high r isk of technology failure. The system requires 
the manual processing of paper forms that is t ime consuming and resource 
intensive, resu lts in delays for customers, and creates privacy r isks. 

The system is used to faci litate residential tenancy bond transactions, a 
legislative function. 

Upgrade the existing Rent2000 system 

The Bond2000 technology is fragile, unsupported and at high risk of failing. 
Work has been undertaken to stabilise Bond2000 to ensure it can continue 
until the new system is in place but there are still significant r isks remaining. 

This option does not meet the stated investment objectives or crit ical success 
factors for the project. 

The system does not currently allow Tenancy Bond Services to improve the 

customer experience and service delivery, or provide the online functionalit y 
that our customers expect and extract benefits from bond data. Upgrades to 
the current system to support this are not feasible. 

This option has been discounted. System replacement w ill not only avoid the 
risk of system failure or compromise but deliver much needed service delivery 
improvements and improve the quality and availabilit y of data. 

Procure a new tenancy bond system (the preferred way forward) 

This option procures a new tenancy bond ICT system and replaces the current 
manual service delivery model w ith a modern mult i-channel service delivery 
offering. This w ill deliver the following system improvements: 

• Improved t imeframes associated with bond refund requests. 

• Reduced volumes of unclaimed and uncollected bonds. 
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• Service call for activities customers w ill be able to self-perform wil l 
reduce. 

• Refunds and bond lodgements will be able to be done online. 

• Integration with landlord and property manager systems. 

• Improved data accuracy. 

• Reduction in debt. 

• More effective case management. 

Estimated costs Capex: $19,656,121 I Opex: $6,768,796 

Advantages This option is the best strategic fit of all the options considered in terms of 
meeting business needs, being affordable, providing value for money, and in 
terms of supplier capacity and capability to deliver. 

Disadvantages 

Conclusion 

It is assessed as achievable within the funding earmarked as part of Budget 

2021. 

Of the main r isks identified, the technology r isk associated with the legacy 
system (Bond2000) and the impact of delays to legislation are the most 
significant in terms of having a negative impact on the critical success factors 

for the project. 

The impact of Bond2000 fai ling before a new system is in place is high, but the 
system is being closely monitored with work necessary to build system 
resilience undertaken as needed. If the new legislation necessary to support 

signature free transactions is not going to be passed before the system goes 
live then the system design wil l be modified to allow for signatures. 

This option best meets the agreed investment objectives and critical success 
factors for the project. The new system wil l mitigate the increasing r isk of 
legacy system failure and deliver much needed service delivery improvements 
and improve the quality and availability of data. 

Option 3 Purchase a COTS system 

Summary There are currently no COTS 'out of the box' software solutions available that 

can meet business requirements. This is supported by a review of other 
jurisdictions that are all using systems developed specifically for their own 
requirements. 

Option 4 Remove tenancy bonds from the tenancy regulatory system 

Summary This option was considered and discounted during the development of the 

strategy as tenancy bonds are a critical part of the policy settings, are a 
foundational element of the regulatory system, and removing them would 
create inequit ies and power imba lances within the renta l market. 

Option 5 Adapt software used in other jurisdictions 

Summary 

MAKO 134785412 

A scan of comparable other jurisdictions and their supporting technology 

solutions was undertaken during the development of the project. However, 
the legislative requirements of these jurisdictions differed significant ly from 
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the Residential Tenancies Act making it unfeasible to re-use software 
developed for these other jurisdictions without significant investment in time 
and money to modify the solution for our purposes. 

4.4 Economic assessment of the short-list options 
The following two options have been short-listed. These are the do nothing option (Option 0) and 
the recommended option (Option 2).   

Option 0 (do nothing): Status quo (retained as a baseline comparator). Under this option MBIE 
continues to operate the legacy system and accepts the technology and service risks it presents.  

The current technology is fragile, unsupported, and at high risk of failing making this option 
unfeasible. While work has been undertaken to ensure the system can continue to function until the 
new solution is in place, significant risks remain relating to the system stability. Continuing to use the 
Bond2000 system does not enable Tenancy Bond Services to improve the customer experience or 
provide the online functionality that our customers expect. The legacy system also does not support 
bond data being easily extracted limiting data analytics being used to inform wider reporting 
requirements. 

Option 2 (the preferred way forward): Implement new technology and a changed operating model 
that allows customers (tenants, landlords and property managers) to complete their bond 
transactions online without the intervention of MBIE staff wherever possible.   

This will be built using Microsoft Power Platform, which has been recommended by the Enterprise 
Architects as MBIE’s strategic low-code/no-code technology. A Request for Proposals (RFP) 
procurement was conducted in 2022 to select a suitable provider to configure the technology to 
meet the system requirements.  
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5 Outline Commercial Case 
The purpose of the commercial dimension of the business case is to demonstrate that the preferred 
option will result in a viable procurement. It explains the procurement process and the contract 
arrangements for the products, services or resourcing required.    

5.1 Procurement summary 
In October 2021 a Request for Information (RFI) was published seeking information about possible 
solutions to replace the Bond2000 system, given the lack of suitable ‘commercial off the shelf’ 
(COTS) or Software as a Service (SaaS) technology solutions. The RFI included a set of high-level 
requirements for the new solution.   

Eight responses were received proposing a mixture of technology options. All respondents 
recommended a multiple stage delivery comprising a discovery phase followed by detailed design 
and then build phases. The suppliers proposing bespoke solutions recommended an Agile approach 
with prioritisation of the scope to manage the cost and timeframe of the delivery which would be 
charged on a Time and Materials (T&M) basis. The remainder of the suppliers suggested a mixture of 
some phases at fixed price, with others charged as T&M or capped T&M.  

MBIE’s Enterprise Architects completed an Architectural Options Analysis to determine what type of 
solution should be sourced from the market via an open Request for Proposals (RFP). Without that 
direction it would be very difficult to compare the proposals received, and it also ensured MBIE 
actively considered which of the technology options it would find most acceptable (so as not to 
waste suppliers time responding with technology options MBIE does not want). This identified that a   
Low/No Code Rapid Development using the Microsoft Dynamics/Power Platform presented the best 
solution across the areas assessed. A procurement plan documented this approach and was 
approved by the MBIE Chief Executive on 27 July 2022.  

After approval of the Procurement Plan, an RFP was released seeking a provider with the requisite 
technical expertise to partner with MBIE and configure the Microsoft Power Platform to meet the 
requirements of the new Tenancy Bond ICT system.  

The procurement was conducted in three stages: 

1. Stage one (written proposal): This has been completed and a shortlist of two respondents 
was taken forward to the next stage. 

2. Stage two (capability and approach workshop for shortlisted respondents): This has been 
completed and a preferred respondent was invited to proceed to the final RFP stage.  

3. Stage three (detailed discovery): This was a paid activity for the preferred respondent that 
commenced in December 2022. We retained the option, if we did not wish to proceed to 
contract with the short-listed supplier, of engaging the second ranked respondent and re-
doing the detailed discovery stage. The stage has been successful, and it is now intended to 
contract the preferred respondent for the build and deployment of the new system subject 
to funding approval being obtained.  
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6 Outline Financial Case 

The purpose of the financial dimension of the business case is to demonstrate the affordabi lity and 
funding of the preferred option. It summarises the project costs and financial commitments, ongoing 
whole of life costs, where this funding w ill be sourced from and any financial benefits and 
efficiencies. 

Funding for this project and the operational support of the new system was allocated in Budget 
20216

• Funding of $17.983 million operating (over the four years from FY21/ 22 to FY24/ 25) and $20 
million capital was tagged to the Tenancy Bond ICT System Replacement in Budget 2021 for the final 
phase of the replacement project - the build, deployment, and ongoing maintenance and support of 
the replacement system. 

This was allocated under the Building and Construction Vote (operating) and Business, Science and 
Innovation Vote (capital) . 

6.1 Financial costing model 

The breakdown by year of the funding tagged to the Tenancy Bond ICT System Replacement in 
Budget 2021 is detailed below: 

Operating costs 2020/21 

I 

2021/22 2022/23 2023/24 

I 

2024/25 I 
Total 

(Sm) & out years 

Project Costs 2.000 2.500 2.500 - 7.000 

Operat ing costs 3.700 3.700 

Depreciation 1.667 3.333 5.000 

Capital Charge 0.100 0.475 0.875 0.833 2.283 

Total Operating 2.100 2.975 5.042 7.866 17.983 

Capital costs (Sm) 
I 

20/21 I 21/22 
I 

22/23 
I 

23/24 I I Total 

System Build 4.000 11.000 5.000 20.000 

Total Capital 4.000 11.000 5.000 20.000 

The forecast expenditure of the project (by year) is illustrated in the table below: 

Financial Financial Years 

Summary FY 21/22 FY 22/23 FY 23/24 FY 24/25 Outyears Total 

Capital $3,979,820 $11,106,202 $4,570,099 Sl9,656,121 
expenditure 

Operat ing $1,498,477 $2,729,340 $2,000,031 $540,947 SG,768,796 
expenditure 

6 Wellbeing Budget 2021: Securing Our Recovery (treasury.govt.nz). 
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Financial Financial Years 

Summary FY 21/22 FY 22/23 FY 23/24 FY 24/25 

Total Project $1,498,477 $6,709,160 $13,106,233 $5,111,046 
Delivery 
Expenditure 

Ongoing Cost (Exel. $1,264,796 
Depreciation) 

Whole of Life $1,498,477 $6,709,160 $34,278,768 $6,375,842 

costs (Delivery Cost 
+ Ongoing Cost exc/. 
depreciation) 

MAKO 134785412 4102 Te Riu Kairangi -Tenancy Bond Transformat ion 

Outyears Total 

$26,424,916 

$6,589,056 $7,853,852 

$6,589,056 $34,278,768 

Page 22 of 28 



MINISTRY OF BUSINESS, 
INNOVATION & EMPLOYMENT 
HiKINA WHAKATUTUKI 

7 Outline Management Case 

The purpose of the management case is to demonstrate t hat robust arrangements are in place for 
the delivery, monitoring and evaluation of the initiat ive, including feedback into the organisation's 
strategic planning cycle. 

7.1 Project governance arrangements 

The project has the following governance arrangements in place: 

1. A Project steering group which meets monthly. 
2. A reference group which meets fortnightly. 

In addit ion, all governance documentation is subject to the standard M BIE governance processes 
and wi ll be submitted to t he following groups: 

1. Customer Delivery Oversight Committee for endorsement. 
2. Delivery Governance Board for endorsement . 
3. Investment and Change Delivery Committee for approval. 

7.2 Project management arrangements 

The project will be managed using MBIE project delivery methodology. The engagement with the 
technology supplier, Datacom, will be managed as a hybrid agile approach. The project will be 
de livered in mult iple increments, each increment will be comprised of: 

1. A design phase which will be charged as T&M. 
2. A build and test phase which will be fixed price. 
3. A deployment phase conducted by MBIE project and operational staff. 

7.3 Project roles 

Name Substantive Role Project Role 

Suzanne Stew Deputy Chief Execut ive, Te Sponsor 

Whakatairanga Service Delivery 

Ingrid Bayliss General Manager, Building Business Owner 

&Tenancy 

~
Privacy of natural 
persons 

Head of Tenancy Senior User 

Operations Manager Senior User 

Systems Delivery Manager Senior User 

Programme Director 

Project Manager 
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7.4 Scope and key deliverables 

7.4 .1 Scope 

In scope Scope exclusions 

Implementation of a new bond technology 

system, which includes ensuring that the 

Datamart reporting includes the data from the 

new system. 

Ensure that all active bond information is 

avai lable to internal users: 

• Implementation of lookup functiona lit y 

against the residual bond database. 

• upgrade the Oracle database to a 

supported version. 

• implementation of the Archive Disposal 

and Retention policy. 

• decommission the Bond2000 client 

application . 

Migration of bond data on a case-by-case basis 

in conjunction with property managers and 

landlords to validate that the data is correct 

and complete. 

Development of an integration faci lity (API) to 

allow property management systems to send 

bond transactions directly to the new system. 

Change management for interna l and external 

stakeholders to ensure that they have 

appropriate support to work with the new 

operating model and use the new system. 

Bulk migration of bond data from Bond2000 to 

the new system. 

The quality of the bond data held in Bond2000 

is of a standard that migration would not be a 

desirable or feasible exercise. Some mandatory 

contact information is missing w hich wou ld 

present operational and privacy risks. 
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Indicative project deliverables 

Note that the full project plan is still to be developed and w ill be described in the Implementation 
Business Case. 

# Key Deliverables Description 

1. New technology system deployed. The new system w ill be delivered in 

multiple iterations which introduce new 

functionality for users, rather than as one 

'big-bang' deployment. 

2. Implementation of the new operating Change management to ensure the new 

model to support the new system. Operating model is adopted by all internal 

stakeholders. 

3. Decommission Bond2000. This will include deployment of the 'residual 

bond database' and associated lookup 

application for use by Tenancy Bond 

Services; upgrading the database to a 

supported version of Oracle; 

decommissioning the Bond2000 client 

application; implementing the Disposa l and 

Retention schedule to remove personal 

data from all bonds that have been 

refunded more than 7 years in the past. 

7.5 Timeline and key milestones 

The project is run over mult iple increments and is estimated to take approximately 2 years. The 
dates below are indicative and will be refined in the Implementation Business Case. 

Key Milestones Date 

Go live of fi rst increment June 2024 

Go live of second increment September 2024 

Go liv of third increment November 2024 

Project closu re March 2025 
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7.6 Change management arrangements 
A business impact assessment has been completed and used to develop the change management 
plan and approach using the PROSCI change management methodology. Full details of the change 
management activities required are included in the Change Management Plan.  

7.7 Stakeholder Engagement and Communications 
Stakeholder engagement is critical to the customer-focus ethos of the project. Comprehensive 
details on the Stakeholder Engagement and Communications approach can be found in the 
Stakeholder Analysis and Planning document and in the Engagement and Communications Plan.  

The strategy, framework, and plan for dealing with stakeholder engagement and communications 
can be summarised as follows: 

1. Identification of internal and external stakeholders. 
2. Assessment of stakeholders’ influence, impact and expectations which determines how to 

engage with them and how frequently to engage with them.  
3. Tracking engagement and updating the analysis as needed.  

7.8 Benefits management 
The benefits from this project have been identified and captured.  The resulting Benefits Map 
represents the key ‘benefits themes’: 

1) Customer satisfaction increase 
2) Transparency / real time status of bond status and bond transactions 
3) Consistent service levels through demand peaks 
4) Bond team size 
5) Reducing technical debt and risk 

A Benefits Realisation Plan will be developed once the business case has been approved.  

7.9 Assurance  
The strategy, framework and plan for dealing with assurance is to follow the 3 lines of defence 
approach. 

1. First line of defence: Project Controls.  
These are the day-to-day project management processes and controls used to manage and 
monitor risks and performance as well as ensure adherence to agreed standards, 
frameworks, policies, processes, and the achievement of objectives. 

2. Second line of defence: Project Governance.  
In addition to regular reporting to steering groups, the project will be subject to monthly 
internal governance oversight. 

3. Third line of defence: Project Assurance.   
Independent Quality Assurance (IQA) has already been obtained to provide confidence that 
the approach to develop the business case is sound and robust, the planning for design and 
build is achievable, and risk management practice is effective.  External IQA review will 
provide confidence that internal and external users are ready for the transition to the new 
system go-live and that benefits are on track. 

  

MINISTRY OF BUSINESS, 
INNOVATION & EMPLOYMENT 
HiKINA WHAKATUTUKI 



MINISTRY OF BUSINESS, 
INNOVATION & EMPLOYMENT 
HiKINA WHAKATUTUKI 

Appendix A- Risk Schedule 

Te Riu Kairangi - Tenancy Bond Transformation Risk Schedule 

2 

3 

4 

Risk Title 

Low uptake of new 

onl ine channel by users 

Impact of COVID on 

project resources 

Legislation constrains 

online bond services 

Go live timing in budget 

bid request cannot be 

met 

MAKO 134785412 

Description 

Causes: Poor design, constrained functionality, resistance 

to change by external stakeholders, customers do not 
have the required digital literacy, customers reluctant to 
use due to low trust in government. 
Impact: May need additional resources to support the 
processing of paper forms. 

Inherent 
Risk 

Level 

Cause: COVID infection may result in a large proportion Medium 
of the extended project and business team being unwell 
at the same time. 
Impact: Delays to proj ect timeline. 

Cause: Current legislation is old and is not written w ith High 
an online bond service in mind. 
Impact: Increased calls/ emails to address functiona lity 
the service cannot deliver. 

Cause: The project may take longer than described in the Medium 
budget bid request. 

Impact: Additional fund ing may be required. 

4102 Te Riu Kairangi - Tenancy Bond Transformation 

Controlled 
Risk Level 

.. 

Medium 

Medium 

Medium 

Treatments and Controls 

Service design and testing to ensure the online 
channel is easy to use and includes the required 
functionality. Communications, training, and 
support for customers - this wi ll recognise that 
since the beginning of the COVID pandemic 
more people are using online channels than 

previously. 

Monitor team capacity and determine minimum 

numbers of people needed for activities to 
ensure they can continue. 

Analysis of constraints in legislation; legal 
opinion on what can be done in ambiguous 

situations; changes to legislations to be 
explored. 

Manage unspent money. Advise Treasury and 
M inister early. 
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6 

Failure of legacy 

Bond2000 system 

Approved funding is not 
sufficient to complete 

project 
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Cause : Age of t he current system may result in an 
unrecoverable fa ilure. 
Impact: Reduced service, longer processing t imes, 
reputat ional damage. 

Cause : The proj ect requires more funding to complete 

than has been allocated. 
Impact: Scope reduction and/or compromise in 
functionality delivered, reputational damage in not 
meeting expectat ions. 

4102 Te Riu Kairangi - Tenancy Bond Transformat ion 

High Medium 

Medium Medium 

A technica l cont ingency plan and updated 
disaster recovery plan are being developed to 

ensure t hat the business can cont inue to 
funct ion if this risk is realised. Risk mit igation 
work including using Citrix and Oracle database 
support provisions has been undertaken. 

Close management of proj ect approach 

including procurement, design and development 
to avoid scope creep and inefficiencies. 

Advise Treasury and M inister early. 
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Annex 2 

Indicative Business Case 
Summary A3 

Buslnes.sCasr Purpose 
- - --

Th,> b111lnesscase seeks S19.6m ofrapex and $2.Smopei funding across hnan<lal years FYV./23. F't23/24, fY24/25 to deli'le, th• 
Te Rru t<airangl - Tenancy Bond Tr.nsformollon proiect. The delivery stage of the project wrll start on 1/3/2023 and is expected to 
be completed by 31/3/2025 This is an Indicative bus.,ess case based on the RfP ,espome from the preferred suppher, an 
1<npleme111atlon business case conta1nrng the detailed plan will be provided after the Oi1covery phase Is completed and tho supplier 
has prov,ded 1heir final ptOpoul. 

The current Tenanty Bond ICT system, Bond 2000, prevents the full implementation of the Tenancy Bond Services ITSS) Strategy, 
docs not meet customer, serv,ce delivery, regulatory or data need, .. 9ond2000 also presents tM following challenges: 

Bond 2000 Is a legacy system that is no tonger supported and presents a high ri sk oftechnoloIv failure 
The manual processlns of 8ond transactions by Tenancy Bond Services 15 trme consuming and resource Intensive, creates 
privacy risks, causes delays for tuStomen and creates failure demand for the Se1Vlce Centre 
Date entiy err01s and missing 1nforma1lon on the forms manually fiUed in by customers resu Its in poor data qu>li1y, rcwo,·k and 
limits the a1),1,ty to use the dabs •s an asset 101nlorm pohcv and se,v1ce deh,ery decisions 

Impact of Mot Procecdin& _ _ _ _ _ _ _ _ _ 

The currentlcgacy 8ond2000 system is encl of hte, unsupported and It is increasinglydlfficult to keep it running. II does not meet 
the needs of customers or the business. If It were to fall then proccning Bond transactions manually would present significant 
barriers, cause significant issues and delays for customers, cause significant underperformance or falture of the regul•l"'Y system, 
cau, o ,ovcre rcputat,on•I damage fol M BIE and would require com,derable resource to resolvo. 

Budget 2021 

Treasury RPA 

Indicative Closure Date 

.. $2,000,000 $2,500,000 

I 

■I $1,824,630 $2,729,340 

I $3,979,820 ., so 

I $3,979,820 

1111111 $1,498,477 $2,729,340 

•• 
$20,000,000 

Medium Buslness Impact 

Prlvaty Threshold 11.s,essment 

$2,500,000 $7,000,000 

I 
$4,553,970 I 

Sll,106,202 $4,570,099 $19,656,121 I 
$2,000,031 $540,947 $2,540,979 I 
$11,106,202 $4,570,099 $19,656,121 I 
$2,000,031 $ S40,947 $6,768,796 I 

$1,264,796 $6,589,056 Ill $7,853,852 

Sl7,983,000 $34,000,000 

This project w ill replace the leeacy Bond2000 system with a modern system that meets customer, servtCe delivery, regulatory, and 
data needs. It will enable customers to conduct all tenancy bond transactions onllne with minimal assistance required from the 
Tenancy Bond Services (TIIS) and Service Centre teams The project also includes 1) change management and customer and 
stakeholder engagement to ensure MBIE users and customers have the knowledge they need 10 use the new system effectively and 
make it easy for them to do the right thing; 2) a transition period from the old system to lhe new as functionaHty rs deployed 
incrementally; 3) continuing to stabilise Bond 2000 to ensure it remains available, until ,II functions have been replaced; 4) 
establishtng the ongoing support and continuous improvement operating model for the new syStem handover to the business; and 
5) decommissioning of Bond2000and associated legacy components once the new system rs In plate. 

Management 
Case 

Financial Case 

ProJ•<t Obfe<tlves 

hem TIiie 

• 

The Tenancy Bond Services Strategy was developed and approved 1n 2019. This established the following 
principles for the strategic direction: l) The customer and stakeholders are at the centre; 2) We make 
compliance and Interacting with us (as the r,gulnor) easy; 3) It's the tenant's money until determined 
otherwise; 4) The tenancy bond service is easy to use - whether yoursituatlon is simple or complex; S) We vatue 
the role of bond datil in supporting the re&ulatory system_ 
A significant barrier to Implementing this strategy is that the bond service and processing model are limlled by 
the current legacy ICT system, Bond 2000. That system carries significant technical and operational rlsk 

The preferred option proposed bv this business case is to repla.ce llond 2000 with a new system that allows 
customers (tenants, landlords and property managers) to complete their bond transactions online without the 
Intervention of MBIE staff wherever possible, This witl be built using Microsoft Power Platform, which has been 
recommended by the Enterprise Architects 
The onty other option ts to continue to use Bond 2000 which is not feasible as the technology is fragile, 
unsupported and at high risk of failing. Work has been undert• ken to stabilise and ring-fence Bond 2000 to 
ensure It can continue until then~ system ls In place but there are s1III signlfrcant risks. Continuing to use 
Bond 2000 does not allow Tenancy Bond Services to rm prove the customer experience and ,erv1Ce delivery, 
provide the onllne functionality that our customers expect ancl extract benefits from bond data 

A Request for lnformatlon was conducted rn October 2021 to identify suitable technology options for a 
replacement system. This found that there are no products that could be usec1 'out-of-the-box'. Ba.sed on the 
responses, Enterprise Architects conducted a technology options analysis and proposed that the Microsoft 
Power Platform was MBIE's strategic approach to 'low code' te<hnologyfor funclionaUty like this. 
A Request for Proposals (RFP) was conducted in 2022 and a preferred suppher has been selected as a result The 
final stage of the procurement ,s a Oi.scovery phase which will complete in mid-February 2023 and will confirm 
l he project costs and detailed plan. This business case includes the costs and duration proposed by the supplier 
,n their Rf P response u a basis for the project costs , 

The project will follow PMO guidance for a high complexity project. The project wift be delivered rn a hybrid 
agile format where the delivery wi ll be done In Increments, each of which includes a design phase and a build & 
test phase, 
A steering group is In place • long with • Reference group which advises on requirements and scope as needed. 
Extemat qu•lity usurance wlR be conducted as documented 1n the assurance pl•n An IQA has been 
commissioned for February 2023 In parallel with Jhe approval process for t his business case. Any 
recommendations from the !QA witl be discussed with the Steering group and implemented as appropriate. 

Budget funding for this project, and for operitional support of the new syStem, was •pp,ovcd in Budget 2021, 
ttfe, , We!IDt'mg Bu<lgH 2011 St'turing Our Recovery (trea1yr1f.g01Ln,l, This funding rs represented in the 
Approved Investment PlaMlng Bid below, The op,,x/capeit treatment 15 consistent with the advice received 
from M 8IE Ext>rnal Reporting. Note the amounts requested lncludeconttngcnr;y of 10" lor Opex and 20% for 
C•pex. Estomateel operating costs wiD be refined during the project 

Description 

l New technology Replac,ement Bond system rs built, tested and deployed successfully to meet the 
requ,rements ofTenancy Services and improve customer experience and service delivery 

New operating and support 

model 
Implementation of new operating and support procedures to support the new system and 
the chaniie In functions provided by TBS and Service Centre 



Business Chanee Summary (Impact on culture, systems, pohcy, processes and people) 
- - - - - - - - -- -

There wWI be signiflcant business impact across multlple teams to support the new operating model. TBS will need to build new 
case management skills lo support the future multi channel service deliverv This will requ11e good change leadership on the part of 
the TBS Leade~hip Team to help their teams through the change Implementation and t ransition, Including managing reduction of 
TBS team size. There wiU be change for the Service Centre, including lea ming the new system and processes, supporting customers 
with different inquI11es and potentiallv some transactions and changes over time ,n the types of calls to the Bond and Tenancy 
phone lines. The Information & Education team wlll leve,age the new multi channel model. Data and Insights teams will !eve.rage 
new and Improved data sources. 

tmplementat,on of lookup functronalitv aga,nst residual bond Bulk migration of Bond data from Bond2000 to the new system 
database; upgr•de the Oracle database; migration of bond data 
on a case bv case basrs 

Change management for internal and external stakeholders 

lmplomentation of the new operating model to suppon the new system 

3 Decommission Bond 2000 

TBC (Mar 2025 Indicative) 

TBC (Post M>r 2025 
indicative) 

Changes 10 the Residential Tenancies Act to allow 
transactions to be received without physlcal .signature authorise transactions 

Benefits (Between 1- 3 Maximum) 

t: Type "1ame D•~cript,on Target M easure - - - - -

Improved services -
external 

Improved customer 
e.,cperience 

Multlple:1) utisfadion, 2) %of straight Multiple measures 
through refunds, 3) less uncollected 
bonds, 4) fewer privacv breaches, S) few« 
low complexity calls 

Improved services -
internal & extern•! 

Improved bond 
operations 

% of transactions online; availability of > 80% of t ransactions 

Flnanclal/Value 
for Money 

Stakeholder 
Engagement 

better reporting on bonds conducted onlme 

Reduced technologv risk 

Legislation changes not made in tlme to 
allow transactions to be received without 
phvsical signature 

Approved funding is not enough to 
complete project 

New system and service design does not 
meet customer or business requirement. 

low risk 

Continue to monitor the Impact of changes rn the wider 
MBIE environment and remed,ate as needed 

Working with Tenancy Services, MBIE legal and MHUD High 
to ensure changes are made 

aose management of project approach. Active 
management of scop e to avoid scopo creep and 
inefficiencies 

Moderate 

Involving representative customer groups in design and Moderate 
testing. Change management to include education and 
support needed to ensure easy adoption. 




