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_Introduction

The Service sector is critical to New Zealand.
New Zealanders rely on the Service sector
to deliver public services, provide places

to purchase everything from groceries to
electronics, and create opportunities

for us to connect with each other over a
coffee or a meal.

But many businesses in the sector are
currently doing it tough, with thin operating
margins and job losses. Even long-standing,
high-profile businesses are struggling to
keep their doors open. With COVID-19 largely
behind us and the economy slowly starting
to turn around, there are some positive signs
for the future, but the impacts of the past five
years look set to persist.

People are at the heart of the Service sector,
both as kaimahi and as customers. When
people change, the sector needs to adapt to
respond best to people’s needs.

The past five years have been a time of more
disruption for many New Zealanders than any
other time in recent memory. This has created
a considerable shift in both the way we work,
and what we value as customers. Rather than

going back to “the way thit
we're facing a new reality ir
people work, the things the
they choose to spend their time and money.

Business‘es that can adapt and respond to
these changes will be best placed to thrive,
both now and in the future. Some businesses
are already rising to the challenge by doing
thingihﬁs adopting new business models,
identifying new opportunities, and attracting
customers during off or shoulder seasons.

The future of the sector will be bright if we can
collectively tackle the challenges we currently

face and seize the opportunities they present.
This plan aims to:

A Outline some of the key shifts currently
shaping the Service sector

A Explore how these willimpact on the
workforce, skills and training

A Detail actions that businesses, and the
industry collectively, can take to best respond
to the changing environment.
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Industn:y Actlon Plans has been developed
‘withaTe Ao Maori contextin mlnd
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Theéprarded iver, or awa r|r|k| 1s a powerful

. metaphor within Te Ao Maori, representlngk
the interconnectedness and dlver5|ty of
pathways that come together‘to form a
unified whole, remlndmg us that despi
individual differences, we ere'all part

of alarger ecosystem that thrives on 4
“collaboration and shared purpose.




Factors shaping the sector

There are a number of big shifts

currently shaping the Service sector.

Each of these is inter-related and impacts

on businesses, the workforce, and customers.
The combined effect of these shifts has
created a challenging operating environment
for businesses, but also provided motivation
to do things differently.

Rapidly rising costs — The cost of doing
business has risen significantly over the past
few years with increasing rents, wage pressures,
increased compliance, and soaring costs for
many inputs ranging from milk to aviation fuel.
At the same time, customers experiencing the
cost-of-living crisis are spending less and being
far more conscious when making purchasing
decisions. The combination of rising costs and
decreased spending has led to many businesses
being squeezed out of the market.

Consumer preference — Cost pressures and
people re-evaluating what’s important to them
after COVID-19 have accelerated changes in
consumer expectations and preferences.
People are increasingly choosing offerings at a
low price point or those that are more expensive
but come with a higher level of service and
boutique, tailored offerings. People are also
being more deliberate about what they spend
money on, with greater consciousness about
consumerism, awareness of the impacts of
purchases, and people wanting fewer “things”
and more experiences.

Workforce expectations — People’s views
about the role of work in their lives and what
they expect from work and their workplace are
changing. Many people are looking for work that
aligns with their values, gives them purpose and
supports their wellbeing, while also offering
flexibility and working arrangements that suit
theirindividual needs.
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Working remotely and conducting business
virtually was necessary during COVID-19,

but it also showed that these different working
environments were possible and preferred in
many cases. New ways of working have also
changed how people engage with services,
including where they spend their money and

how comfortable they are with engaging remotely.
Businesses that can adapt to changing workforce
expectations are more likely to attract the
workforce they want, retain them for longer,

and welcome them back if people take a break
from work.

Technology — Technology has impacted the
way that people engage with Service sector
businesses and also the way that businesses
operate. Cost and time-conscious customers
have come to expect tech-enabled options to
deliver fast and inexpensive options. The delivery
of online services, from shopping to banking, has
also changed how people engage with Service
sector businesses. Businesses that can harness
technology to deliver routine services can then
free up kaimabhi to focus on delivering great
customer service to people who want or need
something extra. In addition, if businesses use
technology to do more back-office work, staff
can then spend more time and energy focusing
on interacting and connecting with people.

Changing demographics — The demographics
of New Zealand’s population are dynamic, with
significant shifts in characteristics, including
ethnicity, age, gender roles and disability. This
has implications for the Service sector, including
who services are delivered for and by. It is
becoming increasingly important that businesses
reflect their workforce and customers, consider
how their offerings respond to what different
customers value, and are culturally aware.

The wide range of people within the Service
sector each make a unique contribution, and
businesses benefit from being responsive to
individual needs.
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One of the key ways that businesses can respond

to their new operating environment is by developing their
workforce, ensuring that businesses have the skills to best
meet changing needs and lifting labour productivity.
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Some of the most critical skills a future ready
workforce needs to have are:

Business skills — Many Service sector businesses
are small, owner operated businesses run by
people with a passion for delivering service but not
necessarily formal skills around how to run

a successful business. Investing in upskilling

in these type of skills can help lift business
performance and longevity.

Leadership skills — Good leaders can help improve
productivity, performance and impact. Workplaces
benefit from developing leadership at all levels and
for people from all backgrounds, including Maori,
Pacific and women. But even though there is wide
recognition of the value of leadership, leadership
skills often aren’t taught or deliberately developed.
Businesses that actively nurture leadership skills
are likely to see returns to the business, as well

as wider benefits for individuals, customers and
communities.

Customer service skills— Customer service has
always been at the heart of the Service sector. As
technology and cost pressures reduce the number
of direct human interactions in the Service sector,
the quality of those interactions becomes even
more important. Having a workforce with great
customer service skills, who can cater for a range
of unique needs and tailor service accordingly,

will give businesses an edge in an increasingly
competitive market.

Digital and technology skills — The changing
workplace has increased the need for digital and
technology skills across virtually all roles within
the Service sector. At a minimum people need to

be comfortable engaging in a digital environment
and working with technology, while there is also
increased need for people with much higher level
technology skills. Businesses that can lift the
digital skills of their workforce, including those who
aren’t comfortable engaging with technology,

will be better able to adapt and take full advantage
of opportunities as technology continues to evolve.
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Alongside changing skill needs, there has

also been a change in how people want to
access training and skill development. Training
provision needs to be responsive and adaptable
to best meet the needs of the future workforce
and workplace. In particular:

Ongoing upskilling — The traditional model in
which people do most of their training before, or
at the start of, their career is no longer relevant
for most roles. As roles are rapidly evolving,
people need to upskill throughout their careers.
The training system needs to be set up in a way
that enables and encourages people to continue
to upskill.

Fit-for-purpose training — with work rapidly
evolving, qualifications and training similarly
need to evolve. The challenge is that some parts
of the tertiary education system are

not set up for the pace that is currently
required. Increased speed to market and
additional flexibility to meet individual business
circumstances are needed. Otherwise,
businesses are likely to disengage in formal
training.

Micro-credentials and stackable learning —
Workers and businesses are increasingly asking
for bite-sized learning to meet the need for

new skills or for skills to supplement training
people have done previously. Micro-credentials
are relatively new to New Zealand tertiary
education and look set to be developed in a
growing number of areas. The challenge for the
system is to ensure that these are developed

in a coherent way that meets business needs
and also provides stackable building blocks and
pathways for the people that undertake them.
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The Service sector includes a huge variety
~.of people in a wide range of businesses doing

. . . . b 5
Service sector, which are each distinct; ™

but are also all intercor;pect*éa. { Y,
Wi g
The factors shaping the Service sector .~ =

.

play out differentlyin different parts of: 2o
the industry. Understanding these i'm':pacts 4 /
will enable businesses and other i‘ndustry et 3
groups to respondin ways"best suited .
to their operating envirbnment. A "

Sitting alon;gside this'plan, we have
developed a series of workforce development
plans that focus on an individual indusfry :
within the wider Service sector. These plans:
provide information about the industry, :
articulate the ch_alllenges and opportunities
that industry is facing, and outline actions ;

that are specific to unique industry needs.
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The Service sector is a core part of the New Zealand economy.

representing approximately
half of all businesses in the country.

The Service sector contributes approximately
,about 30% of the country’s

total economic activity.

within the Service sector are
employing, on average, three people.

Businesses in the Service sector are hugely diverse. Service sector
businesses are found all across New Zealand, from our largest cities to our
smallest towns. They range from sole traders to companies that employ
thousands of people. Increasingly, there is diversity in business ownership
with a growing number of Maori and Pacific-owned businesses.

While each business is unique, the thing that Service sector businesses
have in common is that they have people at the centre. It is people who
foster connections, helping others to navigate and meet the ever-changing
needs of modern lives.
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People are the Service sector’s biggest taonga. An estimated two
out of every three New Zealanders work in the Service sector at
some pointin their careers. The sector currently has

, approximately a third of the New Zealand workforce.

of the total Services sector workforce.

of the total Services Sector
workforce.

of the Services
sector workforce.

of the Services sector
workforce. This is slightly lower than the percentage of the total workforce
that identify as Tangata Whaikaha (2.6%). However, we acknowledge that
data on Tangata Whaikaha is limited, and it is important that we create more
growth opportunities within the sector for our Tangata Whaikaha workforce.

of the
Services sector workforce. This number varies significantly between
each Service industry.

The backgrounds of those who enter the Service sector are diverse. Many who
join the Service sector will be entering the workforce for the first time, others
might be making career shifts from outside or within the Service sector, and
some may stay within the sector. Most of the workforce can move quickly and
easily between jobs. The most significant percentage of new entrants into

the industry come from industry changers rather than tertiary or secondary
education or otherwise, except for Hospitality Services, where the highest
proportion comes from overseas.



Number of workers
2023

1,143,590

Employment by Region
2023

25%

Rest of North Island

40%

9% Auckland

Rest of South Island

14%

Wellington

12%

Canterbury

All of Services Sector

N o o b~ WwN

(non degree)

9%
9%

Female
2023

Ethnicity

2018

13

% Maori

Qualifications

23
24
15
14

Change over past
5 years (2018-2023)

Forecast change over
next 5 years (2023-2028)

56%

68
20
7
Pacific Asian European

Programmes Enrolments
2023
9 1655
66 18040
76 16565
40 9600
24 935
2 25
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Number of business 3 3 9 6 o o
2023
J
(o) T Change in Business
(o) over last year (2022-2023)

Maori owner business Self-employment Business size FTE per business
2021 2023 2023

7% €3 176,673 3.4

30[2):' $1 3 0 , 4 8 O m g:oh;nge in GDP over last year (2022-2023)
o
e 4%

corvere $114,097

Enrolment Enrolment Completion Completion Completion
2023 vs 2017 2023 vs 2022 2022 2022 vs 2017 2022 vs 2021
-82% -10% 790 -35% -84%

-14% -10% 8955 -1% -9%

77% -12% 7270 -15% 75%

76% -14% 3665 -5% 140%

-25% -13% 400 -55% 4%

100% 25% 5 0% n/a






Even before the signing of Te Tiriti o Waitangi,
Maori were adept entrepreneurs and had an

eye for both business and overseas trade
opportunities. In 2024 Maori business is critical
to the New Zealand economy, as well as the Maori
ecosystem of whanau, hapd, iwi and communities.

By 2030 the Maori population will likely

exceed one million. New Zealand’s population
is increasingly Maori, influencing culture,
transformation, and showcasing the unique
dimensions, culture, and worldview that Maori
bring with them into every industry. Maori

are projected to make up a larger share of the
workforce, particularly the young workforce,
over the next decade. It’s a future in which
Maori industry can thrive and are empowered
to determine their own direction. The innovation
that has always been at the heart of the Service
sector will be bolstered by:

values that underpin Maori industry

reimagining and redesign of business and
operations using Te Ao Maori perspectives
increased use of Te Reo by both kaimabhi
and customers

embracing of matauranga Maori in businesses
across the sector.
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Supporting the continuous evolution of Maori
industry growth and success through workforce
development is a vital aspect of enhancing Maori
potential. This takes different forms across
various parts of the Service sector. Maori within
finance and advisory services can influence
lending models and whanau financial aspirations
within business, housing, and everyday financial
transactions. Tourism is an avenue where

Maori channel manaakitanga via person-to-
person interactions and experiences as well as
implementing tiaki taiao in natural environment
experiences. Maori retailers are using online
business models to meet increasing demand for
Maori products that was not otherwise being met
by mainstream retailers.

In the coming months, Ringa Hora will be releasing
Tirohia ki Tua, a resource that weaves together
the diverse impact of Maori in the Service sector.
Dimensions of that impact can look like iwi

and hapii caring for their own narratives, Maori
creating and providing products for Maori,

or advocating for pakihi Maori access to business
capital, knowledge and wealth building.

The impact paints a picture of collective
momentum among Maori that reaches into every
corner of Te Ao Maori, built on matapono | Maori
principles and uara | Maori values. It is matapono
and uara that drive Maori in our industries

to continue the momentum of legacy for our
mokopuna today and in the future.




The Pacific population is growing rapidly and is

New Zealand’s most youthful, with an average age
of less than 25. This means that Pacific people are
playing an increasing role in the Service sector, both
in the workforce and as consumers. Businesses that
can create pathways for young Pacific people and
environments where they flourish will benefit from
the huge potential that Pacific youth have to offer.

Pacific-owned businesses are thriving, both across
the Service sector and New Zealand more widely.
There is also a growing presence of Pacific individuals
in leadership roles across mainstream businesses
and those stepping up as role models. The Pacific
leadership style emphasises leading by example,
drawing from their upbringing that instils a sense

of responsibility to serve and provide for others.

Pacific people bring a number of unique strengths
to the workplace. These include:

Cultural values: Pacific people bring a unique
blend of cultural values, including hard work,
resilience, kindness, trust, loyalty, creativity, passion,
empathy, skill, love, acceptance, humility,
transparency, adaptability, respect, humour, initiative,
and faith. In addition, kinship connections,
hospitality, tautua (service), and a strong sense
of community are attributes that Pacific people bring
to the table.

Diversity of thought, and innovation and identity:

Pacific people bring different approaches, innovative
problem solving, and a vibrant workplace culture.
Pacific individuals are known for their authenticity
and strong emphasis on building and maintaining
genuine relationships, which strengthens
connections within teams and with stakeholders.
Their unique cultural perspectives enhance
collaboration and teamwork, driving innovation

and creative solutions.

Community and family roles: Within their
communities and families, Pacific people play pivotal
roles as mentors, role models, and caregivers.

They uphold generational living and provide vital
community support and pastoral care. Their
involvement extends to leadership positions within
churches and community organisations, where
they transfer knowledge and uphold a uniquely
Pacific worldview. These diverse skills make them
invaluable in adapting to the ever-evolving demands
of the industry.

Youth perspective: The large number
of young Pacific workers bring a fresh perspective
characterised by leadership, cultural unity, and
a commitment to community service and causes
bigger than themselves. An emphasis on respect,
faith-based values, and a strong sense of
responsibility towards family and community
guides this.

In the coming months, Ringa Hora will release
Kele’a—a resource designed for the Service
sector, communities, educational providers, and
organisations. Kele’a will showcase the Pacific
workforce, their contributions, and aspirations

in the Service sector by highlighting the value

of Pacific workers, learners, and businesses. It will
also present industry initiatives supporting Pacific
workforce development and career advancement,
along with tools and resources to advance

a thriving Pacific workforce.
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ACTION

Actions

Where we
would like
to be

Initiatives

What we can
do to get there

Service
sector
initiatives

A Maoribusiness and
workforces have opportunities
to connect.

4 The Service sector and
vocational education system
understands and acts on Maori
views of success.

4 The vocational education
system is shaped by a
Matauranga Maori lens.

4 Establish and grow the Maori
Service sector Forum. (Joint
Ringa Hora and industry)

4 Ohu Ahumabhi collaboration
(Ropui Kaitakawaenga) to build
relationships with iwi and hapi to
better understand Maori
aspirations. (Ringa Hora)

4 Te Kahui Matauranga Maori
to provide Matauranga Maori
lens to Ringa Hora product
design and quality assurance
approaches. (Joint Ringa Hora
and industry)

Attracting and retaining
the future workforce

A Improve the availability and use of high-quality
information about the Service sector

A Improve participation of Maori, Pacific People,
Tangata Whaikaha, and other groups.

A Industryis visible and promoted to a wide range
of potential akonga and kaimahi.

A Organisations with arole in workforce
development work collaboratively and have well
understood roles.

A Undertake the Future Workforce project that
aims to understand work, skills and training in
New Zealand in 2040. (RInga Hora)

A Amplify work that aims to grow participation of
particular groups such as Pasifika Navigators of
Tomorrow or Jobs for Mums. (Industry)

A Promote the use of Te Mata Raraunga, a
collection of vocational education and workforce
data. (Ringa Hora)
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We want to build a resilient and capable workforce that enables economically, socially, and

culturally thriving people, businesses, and communities.

We have identified four key strands, or aho, that are important for developing the workforce.

Each of these aho will strengthen the workforce, but when woven together, as a taura whiri,

we can achieve real transformation of the workforce.

Vocational education and training is
flexible and adaptable to industry needs.

Workforces and businesses are well
prepared to adapt and innovate.

Investment decisions are transparent and
based on high quality advice.

Create a package of short, sharp,
stackable credentials through Waihangatia te
Amua Ao | Shaping the Future of Service Skills
project. (Ringa Hora)

Amplify work that supports people to learn
about broad skills for the Service sector, such
as MBIE’s Digital Boost initiative. (Joint Ringa
Hora and industry)

Workplaces are accessible and
attractive to the current and future
workforce.

The workforce is recognised, valued,
and safe.

The range of roles is articulated and
available.

Learning and skills development
supports upwards and lateral progression.

Develop an ‘employer hub’ that shares
resources, information, and case studies of
Service sector excellence — Targeted at
SMEs. (Ringa Hora)

Amplify approaches that improve
diversity, equity and inclusion, such as
Diversity Works, Living Wage, and Rainbow
Tick. (Industry)
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