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About Hospitality New Zealand:

1. Hospitality New Zealand (“Hospitality NZ”) is a member-led, not-for-profit organisation
representing approximately 3,000 businesses, including cafés, restaurants, bars, nightclubs,
commercial accommodation, country hotels and off-licences.

2. Hospitality NZ has a 120-year history of advocating on behalf of the hospitality and tourism
sector. We work tirelessly on behalf of our members to promote the industry, partner with
government to prevent restrictive legislation, protect commercial interests and to spearhead
innovation for a sustainable future.

3. As the trusted body, we seek to unlock the industry’s full potential as a significant engine for
growth in the New Zealand economy and to ensure that the industry’s needs are represented
by engaging with the Government and wider industry.

4. Hospitality NZ also oversees the Accommodation Association NZ. The purpose of the
Accommodation Association is to ensure that the accommodation sector is well understood
by central, local government and the regulators.

5. This submission relates to the He Mahere Tiaki Kaimahi - Draft Better Work Action Plan (“the
Document” or “the Plan”).

6. Enquiries relating to this submission should be referred to Sam MacKinnon, Senior Policy
Advisor, at sam@hospitality.org.nz or 021 026 72441.

Overview:

7. Hospitality New Zealand welcomes the opportunity to comment on the Draft Action Plan.

8. Hospitality NZ is deeply committed to ensuring quality employment within the tourism and
hospitality industry. The interface between people in the industry and our visitors is a key
aspect of the visitor experience, and we must always be providing safe, memorable and
enjoyable customer experiences. It is through doing this well that value is created in
hospitality. Our people all play their part as contributors within the industry, and the industry
has every incentive to support them to do so.

9. We broadly agree with and support the proposed Tirohanga Hou, and the work of the ITP
leadership group. However, it would be remiss of us not to comment on the undertones of
this particular document, and the unspoken assumption that the tourism industry is broken
and needs transformation.
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10.

11.

12.

13.

14.

While there are certainly some aspects within the industry that need improvement, tourism
and hospitality has played a key role in Aotearoa’s economic growth, has created some global
advocates for what New Zealand has to offer (whether that be internationals who love our
country as much as we do, or the image of quality we have assisted in creating for our export
products), and supports local communities and their success here at home. The ‘low skilled,
low pay’ broad-brush narrative discredits the work done by many businesses to care for their
staff, lift wages and support progression. Regardless of how the Government might feel about
our industry, the broad-brush approach fails to acknowledge the work already done by the
industry to lift standards within tourism and hospitality.

While we appreciate that the document should be strategically focused and high-level, the
Plan pulls together parts of the tourism and hospitality ecosystem that are already in play or
have been discussed at length within the industry, and needs some strengthening to more
things forward. We support the plan but as with most proposals, we look forward to seeing
the detail around how each Tirohanga Hou will be actioned in a meaningful way.

Further, there is a lack of data, international examples, or forecasts of visitor numbers used to
inform the document. As a long-term document, some rigour should be placed around how
many people we need to attract, train and retain in the industry, and therefore inform the best
way of doing so. We acknowledge there is work being done to rectify the data shortage in
tourism, but this a key aspect that the Government can support the industry, and should be
made a priority.

Hospitality NZ feels the document needs a stronger commitment and plan from Government
to craft a policy structure that would support the Plan’s aims. Responsibility to make this
work does not solely rely on businesses and employers. For example, seasonality is
recognised in the Plan, but the immigration system doesn’t have flexibility on regional work,
which could help with the seasonal element of work in the sector. We are supportive of the
aims of the Tirohanga Hou but need to see more of what Government will do to support
employers in its implementation, rather than simply trying to set a series of goals.

Hospitality NZ believes priority should be placed on Tirohanga Hou 1) Tourism and Hospitality
Accord, 6) Fit-for-purpose training and education and 8) A public campaign to showcase better
work in the industry.

Specific feedback on the eight Tirohanga Hou:

Tirohanga Hou 1: Tourism and Hospitality Accord

15.

Hospitality NZ supports the intent of a Tourism and Hospitality Accord, and sees this as the
most tangible aspect of the Draft Action Plan.



16.

17.

18.

19.

20.

21.

An independent accreditation programme that provides some accountability for the industry
is a positive step, allowing businesses to show they are good employers, and incentivising
businesses to invest more in training and pathways. It is important that this sets the bar
higher than minimum standards, to incentivise doing more than just what is legally required.

It is key that the Tourism and Hospitality Accord fits in with and compliments existing
schemes in the tourism ecosystem such the Tourism Sustainability Commitment Employer of
Choice Committee, the aspects of Qualmark that relate to employment, and the results of the
Fair Pay Agreement work.

Unless careful thought is given to how these elements work together, duplication will occur
and confusion for what businesses should be doing. As with Tourism Industry Aotearoa, we
do see risk that the Accord could be a further layer or complication for businesses and what
they need to do to be seen as excelling in the employment space, unless it is very purposefully
and carefully designed to mitigate this risk.

We are concerned about the potential cost impost of the Accord. Many large businesses will
be able to cover any costs involved with the Accord - either application costs or the costs
involved with implementing the Accord within their business. Small businesses could be less
able to afford participation in the Accord and be disadvantaged in the process, and this should
be considered in the ongoing development of such an Accord.

Some easy ways to assist with offsetting the cost impost could be considering tax incentives
for businesses who are members of the Accord, or have met training standards etc.
Compliance incentives could be used, such as a biannual audit for businesses that haven’t had
any questions raised about their accreditation.

Additionally, the Accord should not be used as a mechanism to set pay rates - there are other
pieces of policy work at play to accomplish this (not to mention wage growth is already
happening at a steady pace).

Tirohanga Hou 2: Promoting a purpose-driven intergenerational mindset

22.

23.

The intention of this Action is well placed. It will be the values of the people involved that
will ensure delivery of the desired intergenerational perspectives.

Hospitality businesses are purpose-driven by default — people start a hospitality business
because they love the service they provide (whether food and beverage or accommodation)
and they love providing places for people to connect.

24. While the intent is solid, the actions seem light in relation to the fundamental shifts in

peoples’ values that the Tirohanga Hou is seeking to drive.



25. Also, this Tirohanga Hou will be influenced by all of the other actions across the Accord, so
can be seen as more of an outcome than an action itself.

Tirohanga Hou 3: Enabling better work through innovation and technology

26. Historically the challenge has been the financial investment required to adopt new
technology. With slim margins, the pressure on balance sheets given the past few years and
the fact that more and more business owners are spending more time ‘on the tools’ in their
businesses, the time and capacity to step back and make these decisions is limited.

27. That being said, the technology adoption that has occurred is very customer-driven as the
market dictates. As more customers are looking for contactless check-in for accommodation
or table order service in a food and beverage venue, adoption of this technology will occur
very quickly. However, the hosting element is fundamental to hospitality - we need to
engage with people and therefore there are limits to where technology can or should be used
within the business.

28. We welcome the implementation steps that are set out, including the Innovation Programme
for Tourism Recovery, but we support Tourism Industry Aotearoa’s recommendation that
stronger pathways for accessing the support from the Government’s overall Research, Science
and Innovation system should be established for the industry, given it is the main route for
other sectors in New Zealand to receive support for their science, innovation and technology
needs.

Tirohanga Hou 4: Building cultural competency

29. Certainly, more cultural competency within the industry should be encouraged and supported,
to ensure all businesses are engaging with tikanga Maori in an authentic way. However, it
must be recognised that everyone is on their own journey.

30. This journey takes time and ongoing education efforts (such as the inclusion of pre- and post-
colonial history in schools) will go a long way to ensuring future generations give this the
respect it needs.

Tirohanga Hou 5: Embracing the peaks and troughs of tourism demand

31. While the peaks and troughs of tourism demand can present challenges to work across
seasons, this has always been a feature of working in the industry. Smoothing some of those
trends has been helpful but given the customer-driven nature of the industry, we can’t push
people to travel when they don’t want to.



32.

33.

34.

This also fails to acknowledge that many staff in the industry appreciate the flexibility and
seasonality of work — some may be looking for after-hours work, some may be looking to re-
enter the workforce, some may be looking to travel in the off-season. Employees understand
that this is the nature of the role or industry and often make their own plans accordingly.

Key international trends point to casualisation of work and stacking of roles, particularly
among young people. If we are going to be ambitious, we need to accept these trends.
Existing legislation in New Zealand limits this and could be an area where Government
supports the growing demand of future generations.

The four proposed actions are useful to at least shaping the problem and enabling those staff
who want to work in another industry during the off-season other opportunities. Further
consideration should also include those staff in the industry who are on visas and may not be
able to change jobs into other businesses as easily as those with open work rights in New
Zealand.

Tirohanga Hou 6: Fit-for-purpose education and training

35.

36.

37.

38.

39.

This is a big issue and one that Hospitality NZ has been putting immense amounts of time
and investment into. As we know, on the job training is a key component of the industry, but
attention also needs to be given to formal training, particularly for kitchen-based roles.

Enabling fit-for-purpose education and training requires further government investment, and
it must be noted that this is in contrast to funding for hospitality apprenticeships being
curtailed at the end of 2021. Current credentialisation for the industry is out of step with
global trends and should increasingly contain the ability to be assessed online.

Recognising we have a high number of staff in our industry with no formal hospitality-related
qualifications, Hospitality NZ has also launched schemes such as Typsy, providing online
micro-credentials to any staff in our member businesses to upskill and develop their careers.
Hospitality NZ has funded this ourselves as an investment for the industry.

We see the lifting of skill levels as being directly tied to lifting industry value, including the
all-important ‘soft skills’ and those ‘skills for life’.

We do note that the education component seems light, especially as it relates to higher-
education, whether hospitality-specific or more broadly. We think of it as the
professionalisation of the industry where we need appropriately skilled, trained and educated
people in all positions in the industry.

Tirohanga Hou 7: Better tools and resources for business owners and operators



40. Of course, these would be welcomed, but it would also be helpful for more of these tools to
be developed in conjunction with industry, rather than new resources being launched without
prior engagement in idea or development stage. Our concern is these resources shouldn’t be
limited to minimum standards, they should enable operators to go above minimum standards
and highlight what best practice should look like.

Tirohanga Hou 8: A public campaign to showcase better work in the industry

41. We support a public campaign showcasing better work in the industry. This should reinforce
the efforts of the industry to lift its standards as we have been doing.

42. It must be noted that Government also plays a key role in the ongoing negative perceptions
of the industry. Tourism and hospitality have been working hard for a long time on
challenging perceptions (on average 80 percent of operators are doing the right thing), but
negative comments from parts of Government cut across our good work and does not aid the
future development of the industry.

Conclusion:

43, We thank the Ministry of Business, Innovation and Employment for the opportunity to provide
input into the consultation.

44, We would be happy to discuss any parts of this submission in more detail, and to provide any
assistance that may be required.



