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FairWay Resolution Ltd (FairWay) 
is an independent Crown-owned 
professional services company 
with specific expertise in conflict 
management and dispute resolution. 

FairWay is the largest specialist 
conflict management company in 
New Zealand, employing 100 staff 
in offices in Auckland, Christchurch, 
Wellington and Dunedin and a 
further 150 contractors throughout 
New Zealand.  FairWay has the 
capacity to deliver effective, tailored 
services. 

The Government's four priorities 
are: responsibly managing the 
Government's finances, building a 
more competitive and productive 
economy, delivering better public 
services, and rebuilding Christchurch. 

The Ministers' expectations of FairWay 
are very clear. As well as contributing 
to the above four priorities, FairWay 
is also expected to contribute to 
the Government’s Business Growth 
Agenda (BGA), to support business 
and help create a more productive 
and competitive economy. 

FairWay’s competitive advantage 
comes from our extensive 
experience in dispute resolution, 
our systems and processes for 
managing disputes, a commitment 
to protecting the privacy of all 
parties to a dispute, and a thorough 
understanding of technical and 
legislative issues that arise in 
different sectors that use our 
services.

We provide conflict management 
services to sectors including 
medical, insurance, financial 
services, telecommunications, 
local government, building and 
construction, and family. We 
currently deal with 12,000 cases 
nationwide per year.

Welcome  
to FairWay
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FairWay continues to focus on its 
core strategies of diversifying our 
client base and delivering excellent 
services to our existing customers. 
Over the course of the year, we 
have had a number of successes, 
most significantly the first full year 
of operation of Family Dispute 
Resolution (FDR) bringing particular 
satisfaction with an overall 87% rate 
of resolution meaning many more 
parents of children are resolving 
their issues outside of Court.

However, from a financial perspective, 
the costs of diversification and 
investment in a new area of industry 
reform has meant the year ending 
30 June 2015 has concluded in a 
reduction of profit to $334,000 (NPAT) 
(2013/14 $723,000 NPAT). While total 
operating expenses were $1.334 
million below budget, our revenue 
was $2.2 million below expectations. 

FairWay has continued to invest in 
business development, development 
of new services and in the electronic 

dynamic case management system 
(IRIS) that underpins our service 
delivery. The Board is particularly 
pleased with a number of changes 
occurring in how we deliver services 
in the ACC area, with a number of 
service improvements planned for 
the year ahead based on research 
and analysis into the review process 
carried out this year.

We have continued our efforts to 
grow and diversify the business 
with an increasing focus on offering 
FairWay’s own products and services 
in conflict management. Examples 
of this success include the launch of 
a commercial and private dispute 
resolution service and a building 
and construction dispute resolution 
service. FairWay also has been 
approved by the Minister of Building 
and Housing to become an Authorised 
Nominating Authority under the 
Construction Contracts Act.

New business revenue of around 
$400k was secured from key clients 
including the Kapiti Coast District 
Council, Ministry of Justice (special 
projects), Southern Response, and 
the Canterbury Earthquake Recovery 
Authority’s residential advisory 
service. The Board is optimistic that 
there are further opportunities 
for growth in the market. Our 
investment in our systems and 
processes further enhances our 
ability to deliver professional ADR 
services at a competitive rate 
creating many opportunities.

During the year, one of our long 
serving and respected members of 
the Management team, Anne Scragg, 
retired and I was extremely pleased 
when the FairWay Board agreed to 
establish the FairWay Resolution 
Anne Scragg Scholarship to 
encourage continuing professional 
development within the wider 
dispute resolution profession. The 
scholarship package includes a cash 
contribution of up to $10,000 p.a. 
towards further study/research 
and will be awarded annually 
commencing in 2015. 

Anne Scragg's distinguished career 
reflects an unwavering commitment 
to innovation and excellence in 
dispute resolution. This scholarship 
honours that commitment by 
continuing to foster best practice and 
new ideas that ensure the profession 
remains responsive to New Zealand’s 
changing society and economy.

I very much want to thank and 
acknowledge the Board and in 
particular to welcome one new 
Board member in Tarun Kanji. I also 
thank and acknowledge our Chief 
Executive, Greg Pollock and his staff 
for their work and dedication over 
the past year.

Peter Blades 
Chair  

Comments  
from the Chair
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Two years ago when we started our 
journey to transform the company 
into a professional services firm we 
had a clear view of where we wanted 
to head. Part of this journey is to 
diversify our client base and provide 
services to a wider range of the New 
Zealand market. 

Our journey towards becoming a 
professional services firm continues, 
and in the past year we have had a 
number of successes – in particular 
investing in case management 
systems, quality control frameworks 
and peer review, and broadening the 
involvement of our staff in business 
development. 

One of the things I am most proud 
of is the way our relatively new 
FairWay brand is providing new 
opportunities and a greater level of 
professionalism as we engage with 
new clients. 

This was our first full year operating 
under the FairWay brand, and I hope 
in this annual report you will get a 
flavour of the new services and areas 
of expertise we have developed in 
the last year. 

The greatest benefit of raising our 
FairWay profile is we have been 
able to attract and retain talented 
people. We have grown in size in 
the past year on the back of the FDR 
scheme, and have hired a number 
of new and talented people to join 
our team. New people bring new 
skills, and many of our dedicated 
staff are working in ways that were 
not possible two years ago. This 
has provided diverse and new 
opportunities for our people to serve 
our clients.

Broadening customer base

In 2014, one of the Shareholding 
Ministers’ key priorities for FairWay 
was to ‘raise its public profile and 
successfully grow and diversify the 
business’. FairWay has continued its 
efforts towards this priority with an 
increasing focus on new markets and 
expanding the range of products and 
services offered. 

Two examples of new dispute 
resolution services that FairWay 
has successfully launched into the 
market are the commercial and 
private dispute resolution service 
and the building and construction 
dispute resolution service. 

FairWay has also signed a 
partnership to collaborate with LGNZ 
to help councils build capability to 
reduce the productivity drag that is 
caused by conflict and help councils 
build trusted relationships. FairWay 
is working through EquiP, LGNZ's 
Centre of Excellence to help councils 
better manage conflict. Thanks to 
the hard work of Jenny Rowan and 
others in FairWay, this relationship 
holds us in good stead for the 
future. While Jenny left us during the 
year, we have continued to deliver 
services to a number of councils 
across New Zealand who are looking 
for better ways to manage conflict 
and resolve issues earlier. We can 
see significant potential for this 
market in the coming years. 

Our existing clients also continue to 
be highly valued. Our major client 
ACC is undergoing a transformation 
in its own processes, meaning we 
are looking at new and better ways 
to provide independent dispute 
resolution services to meet the needs 
of ACC customers. We expect to see 
further change and we are excited by 
the opportunity to search out better 
ways of resolving disputes, including 
through conciliation and other forms 
of early resolution.

Report from the 
Chief Executive
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Commercial success

ACC revenue was slightly above 
budget for the year as the continuing 
decline in review numbers did not 
eventuate. The total number of 
completed reviews at 6280 was less 
than 1% below the previous year’s 
numbers, but the mix included more 
complex cases and a greater number 
of withdrawn cases as ACC sought 
successfully to resolve more issues 
before review took place.

Overall total revenue for 2014/15 
was $608k above the previous year. 
In the year under review, FairWay 
has secured 16 new clients.

We achieved less revenue from FDR 
than budgeted as case volumes 
were less that what was expected. 
When combined with the challenges 
of a start-up service, FDR has 
reduced the profit result for the 
business substantially. FairWay was 
anticipating that around 4000 FDR 
cases would have been received 
in the first full year of operation. 
Given that less than 2500 were 
received, this demonstrates the 
uncertainty involved in setting up 
such a major new service within 
a reformed statutory framework. 
While volumes were lower, we are 
incredibly pleased with the level of 
resolution of these important cases 
at 87% of all cases resolved in full 
or part through mediation. This is 
a great service for New Zealanders. 
The FairWay approach is further 
enhanced with our focus on helping 
parents develop tools to deal with 
the care of their children for the 
future also.

From 1 July 2014, FairWay was 
approved to provide a dispute 
resolution service to the financial 
services industry. Revenue in 
2014/15 was $93k below budget 
mainly due to a reduction in 
members to the service but we 

believe our excellent service will see 
this level grow in the year ahead.

The Telecommunications Dispute 
Resolution Scheme (TDR) is a 
further service that is highly valued 
by FairWay. Our partnership with 
the telecommunications sector 
is an exciting one, in which we 
are constantly searching for and 
delivering improved ways of 
resolving complaints in a sector 
where increasing consumer 
expectations, technology and cost 
structures are changing rapidly.

Technical leadership

FairWay has continued to invest in its 
digital future by further enhancing 
its new electronic dynamic case 
management system (IRIS) and 
by implementing a Customer 
Relationship Management (CRM) 
system that provides support to 
drive relationship management 
effectiveness through ‘social 
insights’, business intelligence, and 
campaign management. We see this 
as an area of further opportunity, 
as more and more disputes are 
created online, we consider further 
and more creative investment in an 
online dispute resolution service 
model a necessity in the near future.

During the year, Anne Scragg, who 
was part of the senior management 
team, retired after nearly 30 years 
of dedicated service to FairWay 
and its predecessors. Anne is a 
highly respected leader both in our 
business and the wider Alternative 
Dispute Resolution sector. Anne is 
sorely missed by the FairWay team, 
and I thank her for her many years 
of dedicated service, as well as her 
support during my tenure as CEO. 
The establishment by the Board of 
the FairWay Resolution Anne Scragg 
Scholarship is something we are 
all proud of as it recognises Anne’s 
commitment to technical leadership 
and professional excellence. Anne 
had a significant impact on the 

establishment of a number of new 
services at FairWay over the last few 
years, including most significantly 
our Family Dispute Resolution 
Service which Anne capably lead 
from the establishment phase to 
being operational in April 2014. 

Relocation

In January of 2015 FairWay moved 
its Auckland office location into 
the central business district (Level 
15, Chorus House, 66 Wyndham 
Street) from Penrose. The move 
reflects our commitment to the 
business community and builds on 
the launch of our commercial and 
private dispute resolution service. 
The new office has also allowed a 
greater sense of teamwork, as well 
as making it easier to meet with new 
and existing clients and customers in 
Auckland. 

My thanks go out to our dedicated 
staff and contractors for their effort 
over the year. I acknowledge the 
support and commitment from 
our very talented team to our 
transformation process. Their efforts 
will ensure that FairWay continues to 
respond positively to this challenge 
as it continues on the pathway to 
grow and diversify the business.

Greg Pollock 
Chief Executive

A N N U A L  R E P O R T  2 0 1 3
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To be the leading 
conflict management 
services provider by:

• protecting consumers’ rights

• assisting people to resolve 
disputes themselves, and

• strengthening organisations’ 
reputations by improving 
their conflict capability.

To pursue excellence  
in all we do through…

Service excellence: Ensuring 
we provide a high quality 
service to our customers, so 
they trust us to provide a fair 
and independent process to 
help them reach agreement or 
manage their conflict.

Integrity: Creating an 
environment of openness 
through positive communication 
and transparency and treating 
people fairly and impartially.

Teamwork: Providing 
opportunities for staff to work 
cooperatively.

Fairness: It is at the heart of 
successful dispute resolution 
and any long-term valuable 
relationship.

Empathy: Encouraging our staff 
to identify people’s needs by 
asking, listening and clarifying.

Helping people in 
conflict to move 
forward

Our values

Our mission

Our vision

F A I R W A Y  R E S O L U T I O N

5

Our mission, 
vision and 
values
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Outcome 1: Contributing to government priorities

The Government’s four priorities are: building a more 
productive and competitive economy, managing the 
Government’s finances, delivering better public services within 
tight financial constraints, and rebuilding Christchurch.

A further consideration for FairWay is how it can contribute to 
the Government’s Business Growth Agenda to support New 
Zealand businesses to grow in order to create jobs and improve 
New Zealanders’ standard of living, by encouraging businesses 
to be more productive and competitive.

Performance progress 
against targets set out 
in our SPE 2014

A N N U A L  R E P O R T  2 0 1 4
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Performance measures Performance target Progress against target

Managing the government’s 
finances

To develop a sound dividend policy with a 
target that the policy be completed by 30 
November 2014

Achieved, policy published in the Statement 
of Performance Expectations 2015/16.

Rebuilding Christchurch FairWay will develop services to support 
the construction sector in dispute 
resolution, early resolution, and conflict 
coaching to help the sector operate 
effectively by 31 December 2014

Achieved, services have been provided to 
CERA and Southern Response throughout 
the year.

Ministers’ Priorities      

These priorities below were set by the Minister for ACC and the Minister of 
Finance in the annual Letter of Expectations in February 2014.
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Outcome 2: Delivering profitable and efficient dispute resolution services

The focus for FairWay in 2014/15 will be on continued 
financial growth as it transitions towards a “professional 
services” business model. It will look to achieve this in a 

number of new and innovative ways but underlying this will 
be delivering its core services to ACC and the Ministry of 
Justice as efficiently as possible.

Outcome 3: Delivering better services and better value

At the core of our business there must remain a constant 
focus on our customers. By delivering an excellent high 
quality service that meets or exceeds our client expectations, 
we will deliver better and more sustainable value.

FairWay will continue to focus on ensuring that the client 
and customer experience is based on quality, timeliness, 
flexibility, and being responsive to their needs.

Performance measures Performance target Progress against target

Revenue growth year on year Meet or exceed 29.4% Not achieved, Revenue growth for the year on 
year is 4.2%. Revenue growth was predicated 
on high FDR volumes provided from MoJ.

Liquidity Ratio Meet or exceed 2.1% Not achieved, actual is 1.5%.

Return on revenue pre tax Meet or exceed 6.1% Not achieved, actual is 2.7%.

Net surplus after tax growth year 
on year

Meet or exceed 4.4% Not achieved, actual is -53.8%.

Return on shareholders’ equity Meet or exceed 16.8% Not achieved, actual is 7.1%.

Maintain a satisfactory level of staff 
turnover

Turnover less than 10% Achieved, actual is 9.4%.

Provide a recognised level of work 
safety management practices

Zero harm Achieved, zero incidents.

Performance measures 2014-2015 performance Progress against target

Implement the recommendations 
of the Privacy Policy review

Zero substantive privacy breaches 
involving multi-parties

Not achieved, one multi-party breach occurred.

Implementation of a time recording 
system throughout the company

System operational and embedded 
in company by 30 September 2014

Partially achieved, case management system 
now recording key elements of time. Further 
development to occur in next financial year.

Implementation of a project 
delivery system within the company

System operational and embedded 
in company by 30 September 2014

Achieved, system is in place and operational.

Customer relationship 
management system in place 
across the company

System operational by 30 
September 2014

Achieved, system is in place and operational.

A full professional development 
program will be in place across the 
company

Program in place by 31 December 
2014

Achieved, a program plan has been developed.

Transition Telecommunication 
Dispute Resolution and Financial 
Dispute Resolution Schemes to the 
new case management system

Schemes transitioned by 31 
December 2014

Not achieved, the project has been deferred 
due to quoted costs exceeding budgeted capital 
expenditure. FairWay has been actively working 
with the supplier to bring the cost down. This 
project will be re-evaluated in the new financial 
year.

This page replaces page 7 of the annual report that was initially presented to shareholding 
Ministers. Figures in Outcome 2 that have been corrected are highlighted in orange.
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Outcome 4: Broadening customer base

The future success of FairWay as a business will depend 
on raising its public profile and successfully growing and 
diversifying the business. FairWay will also be looking to 

develop depth in assisting clients with conflict prevention 
and/or early resolution as part of our full “end to end” conflict 
management service.

Performance measures 2014-2015 performance Progress against target

New client base At least 10 new clients contracted 
and added to the portfolio during 
the year

Achieved, 16 new clients contracted during the 
year.

Provision of new conflict 
management services

Provision of innovative early 
resolution services by 31 December 
2014

Achieved, we are continuing with the pilot of the 
new conciliation service for ACC and feedback 
from ACC has been very positive. We understand 
ACC is currently evaluating the service.

Customer satisfaction research for 
ACC, TDR, FDRS measured against 
KPI’s

Customer satisfaction surveys show 
there are a higher proportion of 
‘promoters’ than ‘detractors’ (NPS)

Satisfaction surveys reported six 
monthly

Achieved, the ACC customer satisfaction survey 
achieved a NPS of +7, the TDR survey achieved 
a NPS of +84 and the FDRS survey achieved a 
NPS of +57

Revenue growth from private 
sector (private sector revenue/total 
revenue)

Meet or exceed 1% of total revenue Not achieved, actual is 0.3%. Focus has been on 
Local and Central Government.
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FairWay has moved 
towards a dual business 
model where much of its 
current business is based 
around providing a dispute 
resolution service for 
individual clients (e.g. ACC, 
MoJ and TDR) and is also 
offering tailored conflict 
management and dispute 
resolution services to meet 
specific market needs.  

These new services include Local 
Government, the building and 
construction industry, wider family 
issues outside of the Family Dispute 
Resolution service (e.g. property, 

9

With a strong mandate  
from the Shareholding 
Ministers to deliver profitable 
services and diversify our 
client base, FairWay has 
continued to invest in 
business development  
over the past year.

Diversifying the 
business for a 
stronger future
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deceased estate) and education 
disputes (board of trustees, staff, 
students and parents). 

Local Government

Local Government New Zealand 
(LGNZ) appointed FairWay as a 
preferred partner to provide a range 
of conflict management services to 
its members.  Since establishing this 
relationship in August 2014, demand 
from the sector has grown slower 
than anticipated. However we are 
working closely with LGNZ to review 
our training offering and to identify 
opportunities that will lead to new 
revenue streams.

Building and Construction Dispute 
Resolution Service 

In 2015, FairWay became an 
Authorised Nominating Authority 
(appointed by the Minister of 
Building and Housing) to appoint 
appropriately qualified, trained and 
impartial adjudicators to determine 
construction disputes. 

This service provided by FairWay 
includes both mediation of 
disputes between homeowners 
and contractors, and adjudication 
of disputes under the Construction 
Contracts Act. This service went 
live in June 2015 and provides fully 
case managed dispute resolution of 
building and construction-related 
disputes. 

Christchurch recovery 

FairWay is very pleased to have 
been providing services to CERA 
for resolving a range of disputes  
dealing with a range of challenging 
issues. Those cases that have come 
to FairWay have a resolution rate of 
over 85%, so we are pleased to be 
helping resolve issues for people in 
Canterbury.

Central Government

FairWay has also identified a 
number of potential business 
development opportunities with 
Central Government. A number of 
government agencies are compelled 
through their various Acts to have 
dispute resolution plans in place.  
FairWay is targeting several public 
sector agencies to establish effective 
dispute resolution programmes.

Local Government  
New Zealand appointed 
FairWay as a preferred 
partner to provide a range 
of conflict management 
services to its members. 
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Building staff 
capabilities

Action Learning Groups

Action Learning Groups (ALGs) are 
used to support the creation of 
learning organisations and learning 
cultures.  FairWay is a professional 
services firm that is building a 
reputation for service excellence.  
To achieve our goals and grow the 
business it is important that we all 
demonstrate the behaviours that set 
us apart from competitors.

The ALG approach is founded on 
asking powerful questions and 
actively listening to what others 
say.  It provides an opportunity 
for employees to engage with the 
organisation on a meaningful and 
practical level; participants can share 
their experiences, explore solutions 
to problems in real time, and reflect 
on learnings before taking action.  
This is an ideal framework in which 
to learn and develop.

The Action Learning Group (ALG) 
concept was introduced to FairWay 
initially to support the Resolution 
Coordinators (RCs) involved in the 

Family Dispute Resolution scheme.  
The process has worked well 
providing a space for RCs to develop 
their roles in the scheme, share 
stories and challenges, get clarity 
on process and procedure and deal 
with technical issues.  They have 
solved their own problems finding 
innovative and positive solutions 
and learning from each other.  The 
success of this programme has 
encouraged FairWay to expand ALGs 
and include all RCs in the process. 

Promoting staff health  
and wellbeing

Protecting the safety of staff at 
FairWay is very important to the 
Board and Management.  We have 
taken a very proactive approach to 
managing health and safety issues 
for our staff by implementing a 
number of projects.  

One of the most important is our 
Managing Aggressive Situations 
programme which includes training 
for staff in handling abusive phone 
calls through to aggressive claimants 

visiting FairWay offices.  There were 
several occasions of threats to self/
others/FairWay staff during the 
year all of which were successfully 
managed without staff or members 
of the public suffering any harm.

Staff were also encouraged to 
participate in a staff engagement 
survey that was designed to 
seek feedback from everyone in 
the company about how we are 
performing as an organisation.

The survey is intended to help 
FairWay identify where it needs 
to focus efforts over the next 12 
months, particularly as they relate 
to people management issues.  The 
results, which will be shared with 
staff by HR will also provide an 
excellent bench-mark for future 
reference as we introduce measures 
designed to address areas of 
concern highlighted in the survey 
responses. 
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In recognition of FairWay’s 
commitment to privacy 
FairWay participated in 
Privacy Week in 2015.  
Privacy week is an annual 
event facilitated by the Office 
of the Privacy Commissioner 
to promote privacy 
awareness for individuals 
and organisations. 

This year each day during the week 
FairWay’s Privacy Officer issued a 
“privacy tip of the day” focusing on 
different privacy topics such the 
Information Privacy Principles and 
FairWay’s Privacy Policy Statement.

Privacy presentations were also held 
in each region to focus discussion on 
what privacy means at FairWay. To 
emphasise key messages and focal 
points for the organisation, a poster 
for use in each office and a “privacy 
postcard” were produced, highlighting 
specific tips for privacy and the Privacy 
Officer’s contact details.

In the year ahead, as part of FairWay’s 
training programme, staff will 
participate in Action Learning Groups 
(ALGs) focusing on key areas of the 
Privacy Act 1993 and giving context 
to what the Information Privacy 
Principles mean for FairWay.

FairWay will continue to review and 
assess its privacy maturity, building 
upon the investment that has been 
made in privacy therefore ensuring 
that privacy management continues 
to be a core function of the business 
model and strategic initiative.

FairWay’s 
commitment 
to privacy

KEEP YOUR EYE ON THE TARGET

Content  
check

Stewardship  
of privacy

Follow 
checking 

procedure

Be mindful  
of your way  
of working

ZERO 
PRIVACY 

BREACHES

PRIVACY TARGET
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FairWay operates the 
legislated decision review 
system for ACC, and also 
provides alternative dispute 
resolution services to ACC, 
such as conciliation and 
mediation.

A pleasing trend is the reduction in 
the number of new appeals, which 
totalled 484 in 2014/15 down from 
623 in the previous year. More 
importantly is the trend in appeals, 
versus total reviews for the year. Last 
year the ratio at 7.7 per 100 appeals 
compares very favourably against the 
high in 2010/11 of 12.4 per 100.

Early resolution of disputes

FairWay has been working with ACC 
to offer a new conciliation service.  
FairWay ran a conciliation trial in 
conjunction with six ACC branches 
from April to December 2014. The 
trial was externally evaluated by a 
research company. Along with high 
resolution rates the survey report 
noted positive responses regarding 

the customer-centric approach which 
is in accordance with ACC’s current 
direction to work in partnership with 
its clients to reduce the number 
of matters proceeding to a formal 
review.

Based on the trial results ACC is 
preparing to roll out this process 
nationwide from October 2015.

Consumer research

Results from research carried out 
over the six month period ending 31 
December 2014 show that FairWay 
has maintained its level of customer 
satisfaction. The Net Promoter 
Score (measures the proportion of 
promoters versus detractors) at +7 
was very similar to the previous period 
at +8. Likewise overall satisfaction 
ratings were static at 69% (68% in 
previous period).

ACC
Accident 
Compensation 
Corporation

The number of completed ACC 
reviews (6280) was only 0.9 %  
lower than the previous year.

CUSTOMER FEEDBACK

"Although I do not have the results 
of this review as yet, I feel very 

confident that no matter what the 
outcome may be I could not have 
had a better opportunity to state 
my case and feel totally at ease 
with the process, the reviewer, 
the ACC person attending and 
a strong sense of fairness and 

opportunity."

New ACC mediations for the year 
were slightly ahead (8%) of the 

previous year at 305.  

+8%
NEW MEDIATIONS

6280
REVIEWS COMPLETED
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ACC Case Study 1

In 2014 the applicant applied to 
ACC for cover for an injury to the 
facet joints of her lumbar spine.  
The accident happened in 2006 
when she suffered a heavy fall while 
tramping.  The applicant did not seek 
medical treatment for her back for 
a year or two after the accident and 
it was not until 2014 that the 2006 
accident was raised as a possible 
cause of her facet joint problems.  
ACC declined cover saying the 
lateness of the claim prejudiced 
its ability to make a decision. The 
applicant applied for a review.  
Considerable medical evidence 
was produced by both parties.  
The practitioner reporting for the 
applicant said the mechanism of the 
accident and the findings on the MRI 
scans showed her current problems 
were likely to have been caused by 
the 2006 accident.  

Medical advisors reporting for ACC 
said the changes in the applicant’s 
facet joints were more likely 
degenerative and the MRI scans 
supported this. Any link between 
her current condition and the 2006 
accident was purely speculative. 
The applicant attended the hearing 
along with witnesses to her accident.  
After considering all the evidence, 
the reviewer decided the applicant 
was unable to show her facet 

joint problems were more likely 
due to the effects of an accident.  
Degeneration also explained 
her current condition. Although 
the applicant and her witnesses 
provided credible evidence about 
the significance of the accident, the 
delay in lodging her claim and the 
lack of contemporaneous medical 
evidence meant ACC was prejudiced 
in its ability to make a decision on 
the claim.  Cover was not possible 
for any injury to her facet joints 
arising out of the 2006 accident.

ACC Case Study 2

The claimant disputed ACC’s 
decision to decline to pay for 
surgery to the claimant’s right 
shoulder. ACC relied on the 
opinion of a member of its 
Clinical Advisory Panel, (CAP) who 
considered that, as the claimant 
had similar pathology in both 
shoulders, the accident had more 
likely aggravated existing rotator 
cuff tears to become symptomatic, 
rather than caused the tears. The 
claimant’s advocate obtained a 
report from the treating surgeon, 
who provided medical reasoning, 
with specific reference to the 
claimant and the radiological 
imaging about why he thought the 
claimant’s injury had been caused 
by the accident.  

As the legislation excludes injuries 
caused by a gradual process or 
disease, or by the aging process, 
the issue the reviewer had to 
determine was what had caused 
the rotator cuff tears.  In doing 
this the reviewer had to weigh up 
the differing medical opinions of 
the CAP specialist for ACC on the 
one hand, and that of the treating 
specialist for the claimant on the 
other. The reviewer preferred the 
opinion of the treating specialist, 
as the reviewer considered that the 
treating specialist had given clear 
reasoning linking the cause of the 
injury to the accident. The reviewer 
therefore overturned ACC’s 
decision and directed it to pay for 
the claimant’s surgery.
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MEDIATIONS COMPLETED IN 
FIRST 12 MONTHS

Family Dispute Resolution 
(“FDR”) is the flagship of 
the major reform of the 
Family Justice system which 
commenced operation in 
March 2014. FairWay is the 
only nationwide supplier of 
Family Dispute Resolution. 

Family Dispute Resolution has 
two parts, first an assessment 
to determine whether or not a 
case is suitable for Family Dispute 
Resolution mediation and secondly 
the delivery of the mediation service.  

During 2014-2105, FairWay 
Resolution completed around 
2500 assessments and completed 
756 mediations.  87% of the cases 
referred to mediation resulted in 
the parties reaching agreement 
on arrangements for the care of 
children.  Whilst the number of 
referrals to mediation was less than 
expected, confidence in the service 
grew throughout the year as people 
experienced FairWay’s service and 
it became familiar to customers, 
referrers and influencers.  Feedback 

has been excellent with parties 
reporting resolution of cases where 
there was little expectation that 
there would be result.

During the year FairWay produced a 
short You tube video which has been 
viewed 39,000 times. FairWay has 
received many compliments about 
its simplicity and effectiveness in 
providing information about FDR.

FairWay has been active in the 
development of networks with 
various groups involved in Family 
Services, in the promotion of FDR 
and has presented at a number of 
industry conferences. A number 
of articles written by FairWay staff 
and contractors were published 
targeting referrers including Law 

FDR
Family Dispute 
Resolution

NO AGREEMENT 
REACHED

AGREEMENT 
REACHED 87% 13%
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Talk and Family Advocate. FairWay 
is contributing to the development 
of the FDR system through being a 
thought leader in this area.

Through April and May 2015, FairWay 
undertook a nationwide road show 
to meet with important influencers 
and referral agencies, such as 
Community Law Centres, Citizen’s 
Advice Bureau and many other 
Non-Government Organisations with 
the express purpose of raising the 
profile of FDR and to ensure that 
these groups know how FDR works.   
The benefits of the road show are 
already starting to show with many 
FairWay Providers continuing the 
marketing effort at a local level.

FairWay launched its Maori FDR 
Delivery strategy - Tumeke Whānau 
Whanui at an event held in Tauranga 
which also featured Pio Terei from 
The Parenting Place. With New 
Zealand’s ethnic diversity, FairWay 
has developed a mediation process 
which is flexible to meet these 
diverse needs.

FairWay invested in the development 
of mediation using video technology 
to ensure that a cost effective service 
is available to customers throughout 
New Zealand and in other 
circumstances where cost would 
be a significant issue for families 
if they were required to travel to 
receive services.  This has included 

design of an approach to FDR which 
is applicable when one parent is in 
prison.  The purpose of this initiative 
is to improve outcomes for children 
who have a parent in prison.

We have been able to continue 
providing preparation for mediation 
notwithstanding the closure of 
Relationships Aotearoa.   Service 
to customers has been seamless 
through FairWay having more 
direct control of Providers. FairWay 
mediator groups now operate 
throughout New Zealand and are an 
important part of the professional 
development provided by FairWay to 
its mediators.   

We expect that the 2015-
2016 financial year will be one 
of consolidation alongside 
development and continuous 
improvement. A major objective  
will be to reduce the number of 
cases where people are exempted 
from FDR.   This will be assisted by 
people becoming more familiar with 
the system and seeing the results. 
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+18%
COMPLAINTS

The Telecommunication 
Dispute Resolution (TDR) 
service is free for consumers 
to use, and is funded 
by telecommunications 
companies that are TDR 
scheme members. The 
number of members has 
risen to 22, and all the 
major industry players are 
participants. 

The TDR scheme reports to a 
governing Council. The Council is 
made up of 50% scheme members 
and 50% consumer representatives. 
The scheme sets out the rights of 
customers, and obligations of scheme 
members, regarding the handling of 
disputes or complaints that have not 
been resolved through the members’ 
internal complaints processes. 

Scheme members agree to be bound 
by the terms of the scheme and the 
Customer Complaints Code, and only 
customers of scheme members can 
lodge disputes with TDR. 

Customers and scheme members 
must follow the processes set out 
in the Customer Complaints Code 
for the resolution of customer 
complaints, before customers can 
take the complaints to TDR.

The TDR service has been in 
operation since November 2007. Up 
until last year, it had been receiving 
around 1700 complaint enquiries 
each year. In the year ending 30 June 
2015, TDR received 1938 complaint 
enquiries.  The increase in complaint 
numbers has been influenced by 
increases in enquiries about billings 
(54), contracts (91) and customer 
service (73).

A significant proportion (74.4% 
up from 61%) of those registered 
complaints had not already 
put a formal complaint to their 
telecommunication provider.

Over the past 12 months the service 
received 1148 telephone calls (976 
in 2014), 96% of which were 
answered within the target time 
of 20 seconds. An additional 772 
enquiries (663 in 2014) were received 
online or by email. 

The increase (18%) in complaint 
enquiries for the 2014/15 year over 
the previous year coincides with 
increasing activity through the TDR 
Facebook page and a 28% increase in 
visitor numbers to the TDR website.

TDR
Telecommunication Dispute 
Resolution Scheme

  +23%
MEMBERS
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TDR Case Study 1

The customer switched her mobile 
phone service from Company Z to 
Company A. The cancellation of 
her contract with Z meant that she 
owed $760 to Z for a mobile phone 
that had been provided. She did not 
dispute owing this amount.

In October 2014, the customer 
received an email from Z with a link 
to her online account, which set 
out the amount of $760 owing. The 
email indicated that payment was 
required before 31 October 2014. 
However, the customer was unable 
to view the bill, as Z had disabled 
online access to her account due 
to the cancellation of the mobile 
phone service. As a result, the 
customer did not pay the amount 
outstanding. She intended to go 
into one of Z’s stores to pay, but 
forgot.

On 16 November 2014, the 
customer received a reminder 
email in respect of the bill. As she 
had lost her wallet (including her 
credit card and driver licence) just 
prior to this date, she had to wait 
until 18 November to pay. On that 
day (18 November), she received a 
text message from a debt collection 
agency stating that the debt was 18 
days overdue and that a collection 
fee of $190 had been added to the 
amount owing and due. Her credit 
rating was also downgraded.

The customer approached the 
TDR service and complained that 
although she acknowledged owing 
an amount to Z, she had had no 
contact from Z other than the 
two emails providing a link to an 
account that she could not access. 
She was therefore unable to view 
the bill. She considered that Z acted 
too hastily in referring the matter 
to debt collectors. She sought the 
removal of the debt collection fee 
and the credit default affecting her 
credit rating.

The dispute went to mediation and 
the parties reached agreement. The 
terms of the agreement were that, 
by a specified date, Z would credit 
the customer’s account with the 
sum of $190 (the collection agency’s 
fee) while the customer would 
pay the outstanding balance. The 
dispute was accordingly resolved 
by agreement between the parties, 
assisted by a TDR mediator.

TDR Case Study 2

The customer considered that he 
had been charged excessively for 
data-usage after his provider, J, 
installed VDSL (broadband that is 
faster than ADSL). Prior to the VDSL 
installation, he was using between 
10 and 15GB per month. After the 
installation, this soared to 200GB 
per month even though his usage 
patterns remained the same. 

He complained to J, who said he 
should get a technician to check his 
equipment – at his own expense. 
He did this, and the technician 
reported that the customer’s 
equipment was not responsible for 
the high data-usage. The customer 
sought a credit of the difference 
between the cost of his normal 
data-usage and the higher data-
usage subsequent to the VDSL 
installation.

J did not accept the report, and 
stated that there was no problem 
with the VDSL service or its data 
reporting system.

The customer contacted the TDR 
scheme. Early attempts to settle 
the dispute were not successful, 
so the dispute was referred to 
mediation. The parties negotiated 
an agreement in terms of which 
the customer agreed to pay $752 of 
the $1,284 billed, while J agreed to 
credit his account with the balance 
of $532.

As with the previous case, the 
dispute was resolved by agreement 
between the parties, assisted by a 
TDR mediator.
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This marks the end of the 
first year as an approved 
scheme. The transition from 
the reserve scheme went 
well with 99% of members 
transferring to the approved 
scheme. Members received 
the same entitlements, fees 
and jurisdiction of the reserve 
scheme. 

However, there has been a net 
decline in membership as providers 
have consolidated or terminated 
membership of non-performing 
advisers and providers within their 
group, and a number of online 
commodity trading platforms could 
not prove to the Financial Service 
Providers Register that they were 
operating in New Zealand. 

The scheme has simplified 
membership categories and revised 
fees to ensure members are getting 

FDRS
Financial 
Dispute 
Resolution 
Scheme

99%
Members transferred  
to the approved scheme 
operated by FairWay.

the best value for their membership 
fee. We have begun posting full 
decisions to the website to augment 
the case studies which will help 
providers review their policies and 
processes in this principles based 
regulatory regime. 

Following on from the Financial 
Markets Conduct Act, the changes 
to consumer law, particularly the 
amendment to the Fair Trading 
Act addressing fair contracts, 
the amendment of the Credit 
Contracts and Consumer Finance 
Act and introduction of the Code of 
Responsible Lending  all required 
assimilation into the scheme 
including informing members, and 
further highlighted the government’s 
intent on regulation.

Total registered enquiries and 
complaint cases have increased in 
the past year. 72% of the complaint 
enquiries originated from overseas 
investors complaining about an issue 
with online trading platforms.  

76% of the 475 complaint cases 
were referred back to the members' 
internal complaints processes but 
post year-end many of the 293 
Forex Trend cases  were about to be 
escalated to the scheme’s disputes 
process as they have not been 
resolved, because the member did 
not respond to communications. 

Only 78 or 16% of the complaint 
cases were about New Zealand 
providers, of which 30% related to 
credit providers allegedly due to 
incorrect fees or failing to follow 
instructions. 

93 cases (19%) escalated to the 
disputes process of which 59 were 
resolved or withdrawn. Almost 
60% were resolved or withdrawn 
at the mini jurisdiction check or 
at facilitation; and two reached a 
settlement agreement through the 
conciliation process. 

72%
Complaint enquiries came 
from overseas.
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Of the balance - 23 cases were 
decided by adjudication, with 16 
complaints upheld. Of these, we 
reported two now terminated and 
deregistered members -Tarsier FX 
and UMOFX- to the regulator, for 
failing to comply with orders to 
repay investors. 

The Advisory Council has met twice 
over the year and has provided 
valuable independent advice 
and guidance on a number of 
issues including our approach to 
handling the often complex online 
trading platform issues, increasing 
consumer awareness and the 
change to scheme rules reducing the 
internal complaints handling period 
from three to two months. 

FDRS Case Study

The complainant was engaging in 
online forex trading and complained 
that the profit made on the trades 
was not being reimbursed by 
the scheme member, after the 
complainant requested withdrawal 
of funds from his account. The 
complainant sought return of the 
funds in question which amounted 
to over $12,000 USD.

The scheme member advised that 
all withdrawal requests had been 
processed and therefore, there were 
no outstanding withdrawal requests 
for the complainant. The scheme 
member sought evidence of monies 
being deposited into the customer's 
trading account as it considered 
no funds had been received and 
therefore the complainant was not 
entitled to any withdrawal.

In addition, the scheme member 
argued that it was not responsible 
for any failure of funds transfer as 
the transfers were managed by a 
third party company. If any wrong 
doing had arisen then it would be 
with the third party.  For this reason 
the scheme member felt that the 
matter was outside FDRS jurisdiction.

The adjudicator found that the 
complainant contracted with the 
scheme member and if there are 
monies due to the complainant, 
it is due by the scheme member. 
How the scheme member dealt 

with processing its payments is of 
no concern to the complainant, or 
any other trader using its online 
platform. 

Therefore, any contention by 
the scheme member that the 
complainant should be contacting 
a third party for any monies due, 
is untenable from a consumer 
legislation or contract law 
perspective.

The adjudicator was of the view 
that the complainant had shown 
that it was more likely than not that 
the scheme member had not acted 
in accordance with the provisions 
of the agreement between the 
parties; and also that it had acted 
unreasonably; or unlawfully.

In this case there was sufficient basis 
to conclude that the complainant’s 
loss resulted from the actions of 
the scheme member. The evidence 
did not support that the scheme 
member had reimbursed the 
complainant. Instead, the evidence 
showed the scheme member 
paid money, which was due to the 
complainant, to a related (to the 
scheme member) third party. 

The complaint was upheld and the 
scheme member was ordered to 
reimburse in full the withdrawal 
request.
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During 2014-2015, FairWay 
launched a dispute resolution 
service for people who are 
involved in a personal or 
commercial dispute.

This service arose from a number 
of initiatives developed over the 
preceding 12 months and is based 
on a belief that there will be benefit 
to parties in dispute having access  
to a case managed approach to 
dispute resolution.

The service is part of the wider 
FairWay strategy to become a 
professional dispute resolution 
service provider. The scheme 
provides facilitation, mediation, 
conciliation, adjudication and 
arbitration.

There has been significant 
investment in the case management 
process, which will ensure 
professional engagement with 
all parties to a dispute and the 
professional management of the 
same through to its conclusion.

It allows FairWay to target specific 
areas where there are a number of 
disputes and to provide educational 
seminars.

FairWay aspires to provide dispute 
resolution in many areas including 
family property, funeral, will and 
estate distribution, education as well 
as civil / commercial disputes.

Commercial and private 
dispute resolution

100%
Cases have produced a 

mediated outcome.
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Case Study

A family had been engaged with 
lawyers for about four years 
following their separation. Both 
parties had received advice about 
how to manage their relationship 
property division. The assets were a 
family home which was located on a 
section owned by the Family Trust. 
There was a commercial building on 
the site also from which a number of 
family related businesses operated.

The parties had assisted one of the 
children into a business venture that 
had failed and they had become 
financially responsible. One of the 
parties had occupied the house  
and wanted to move into a house  
off the site. 

This was generally supported by the 
other party who wanted to move 
back into the house, however there 
was a tension between the clean 
break principle which they had been 
told about by their lawyers and 
their wish to continue a collective 
ownership of family assets in line 
with their cultural beliefs. There were 
also some significant financial issues 
to resolve.

The mediation was held and the 
parties reached agreement which 
included provision for some of the 
adult children to contribute to a 
loan which was taken out to resolve 
the financial issues and purchase 
another house for the mother to 
live in. That house was also to be 
owned by the Family Trust.  There 
were a number of fairly complicated 
agreements put in place to regulate 
how people would behave and how 
disputes would be resolved in future.

The parties sent in a letter to 
FairWay to record their gratitude 
for the fact that the mediation had 
been arranged to take account of the 
cultural needs of the parties and that 
the outcome had been so carefully 
worked through.  They had taken 
their agreement to the lawyers and 
were particularly pleased that their 
lawyers confirmed the agreement 
by recording it in an agreement 
under section 21 of the Property 
(Relationships) Act 1976.
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Consulting and 
training

Consulting and training 
are fundamental to the 
prevention and escalation 
of conflict. FairWay has 
been actively working 
with clients in these areas 
over the last 12 months. 
Conflict management, 
communication and 
complaint handling training 
has been provided to 
several public and private 
sector organisations 
throughout the country, 
with a particular emphasis 
over the last year being 
on building capability in 
Christchurch. 

Major consulting projects in the areas 
of dispute resolution process design, 
creating and providing consultative 
processes, and advising on negotiation 
settlement strategies have been 
provided to ACC, local government 
and the insurance industry.

The emphasis on assisting in the 
rebuild of Christchurch has seen 
FairWay working actively with a 
major insurance company providing 
its customer facing staff with new 
engagement skills through action 
focussed training. Associated with 
this has been work on providing 
strategic advice on how best to 
shape the companies’ approaches 
and settlement strategies in order to 
meet the requirements of achieving 
case closure that results in the best 
outcomes for everyone concerned. 

An example of FairWay’s innovative 
and action learning approach 
to adult learning was the four 
module two hour series of training 
to a Christchurch client. The first 
three modules, which were two 
weeks apart, covered the three 
specific topics of knowing yourself, 
understanding the customer and 
building collaborating relationships. 
The final module was a “capstone” 
event where the accumulated 
learning from the modules, and the 
experiences gained between the 
modules was discussed, refined 
and synthesised. Accordingly, 
the separate parts and the liked 
experiences became the whole,  
and a broader synergistic outcome 
was achieved. 

FairWay’s consulting and 
training team can reflect 
on a year where they have 
contributed greatly to the 
four key areas of turning 
conflict into something 
positive through preventing, 
managing, resolving and 
learning.
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Engaging 
stakeholders 
through social 
media

Waiting on hold for customer 
service is mostly a thing of 
the past. Millennials are 
increasingly looking to online 
searches, live chat and 
social media to troubleshoot 
technical issues, and both 
Gen X-ers and Boomers are 
following suit. 

In a recent survey 80% of the more 
than 2,000 Americans aged 18 to 
65 surveyed said calling traditional 
customer service phone lines is 
inconvenient.  Using the phone 
for customer service is especially 
unpopular with millennials: 26 
percent say they never look forward 
to it, compared to the 19 percent 
of Gen X-ers and 18 percent of 
Boomers who say the same.  And 41 
percent of survey respondents turn 
to the FAQ section of a company's 
website before doing anything else.

Around 18 months ago FairWay began 
engaging with stakeholders through 
social media channels (Facebook, 
Twitter, LinkedIn and Youtube).  We 
have seen an increasing number of 
consumers and businesses ‘liking’ or 
following FairWay’s pages on social 
media channels.

Similarly we have observed a 
significant increase in visitor 
numbers to our websites.

In the 12 month period to 30 
June 2015, when compared to the 
previous 12 months, the FairWay 
website had a 71% increase in 
visits to a total of over 39,000.  
Our Telecommunication Dispute 
Resolution (TDR) website had a 24% 
increase in visits in the year to 30 
June 2015. The Financial Dispute 
Resolution Services (FDRS) website’s 
increase in visits was 15%.

The FairWay website has recently 
been through a major revamp and 
made mobile friendly to ensure 
we are providing easy to access 

information to help consumers 
and businesses to understand the 
various dispute resolution schemes 
and services that FairWay manages 
or provides.    

In the 12 month period 
to 30 June 2015 when 
compared to the previous 
12 months the FairWay 
website had a 71% increase 
in visits to a total of over 
39,000.  
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Peter Blades  
Chair

Peter Blades 
has more than 
35 years of 

board and senior management 
experience; including having held 
several Chief Executive positions.  
He has a finance and accounting 
background and has had experience 
in a wide range of industry sectors.   
He has been heavily involved in 
reform processes in a number of 
industries, including electricity, gas, 
health, telecommunications and 
information technology.  He has 
been involved in a diverse range 
of consulting assignments and 
several performance-enhancing 
exercises, and has developed a 
stakeholder profiling (strategic 
alignment) methodology.   Peter 
has an extensive record of board 
involvement and currently is a Board 
member of the Wellington Regional 
Council Holding Co Ltd (NZ).

Anita Chan, QC  
Deputy Chair

Anita Chan QC 
is a specialist 
family law 

barrister.  Her practice is in complex 
relationship property and child 
law cases.  Anita was appointed 
to the rank of Queen’s Counsel 
in 2014.   She is a former Chair 

of the Family Law Section of the 
New Zealand Law Society.  She is 
a Fellow and past Vice-President 
of the International Academy of 
Matrimonial Lawyers (London).   
Anita has presented at numerous 
national and international family 
law conferences, including in Seoul, 
Brisbane, Shanghai, Adelaide, 
Cape Town, Vancouver, Singapore, 
Buenos Aires and Budapest.  She is 
a regular guest lecturer at the Law 
Faculty of the University of Otago. 
She was a foundation director 
of the New Zealand Law Society 
Continuing Legal Education Board, 
and a former director of ChildFund 
(New Zealand) Limited. 

Tupara Morrison

Tupara Morrison 
is of Te Arawa 
descent – Ko Ngāti 
Whakaue te Iwi, Ko 

Ngāti Pūkākī, Ngāti Hurungaterangi 
ngā hapū.  Tupara is a Massey 
University business studies graduate, 
Chartered Accountant, and member 
of the New Zealand Institute of 
Directors.  Tupara was appointed 
as Chief Executive of Ngāti Whātua 
Ōrākei Whai Maia Limited in October 
2012.  The Auckland-based company 
manages tribal development for 
Ngāti Whātua o Ōrākei across health, 
education, employment, community 
housing, whanau ora, heritage and 
culture, resource and environmental 

management, and tourism.  Tupara 
maintains his ministerial governance 
appointments to FairWay and Te 
Puia – the New Zealand Māori Arts 
and Crafts Institute. 

Daniel Nakhle 

Daniel Nakhle 
has directorships 
and interests 
in a wide range 

of industries and businesses. 
These encompass commercial, 
industrial and residential property 
development and investment, early 
childhood education, aluminium 
joinery, thoroughbred racing and 
breeding, hospitality, finance and 
accommodation. 

Daniel started his career as a 
solicitor after completing a BCom/ 
LLB from the University of Auckland. 
He has been a Director of the 
Auckland Racing Club for the past 
seven years and has been involved 
in many private sector directorships 
and has had more than 20 years’ 
entrepreneurial experience. 

Our people
FairWay board



A N N U A L  R E P O R T  2 0 1 5

2 6

Mark Sandelin

Mark Sandelin 
is a leading 
commercial and 
contract litigation 

lawyer. He has 30 years’ experience 
as a commercial litigator, with 
specialist knowledge and experience 
in banking and finance recoveries, 
creditors’ remedies, receivership and 
insolvency law, relationship property 
disputes, and commercial and 
contract law. Mark also has extensive 
experience in other forms of 
dispute resolution with a particular 
emphasis on mediation. Mark has 
acted both as mediator and as 
counsel in numerous mediations 
involving commercial disputes. 
Mark represents major banking 
and financial institutions in New 
Zealand as well as many receivers 
and liquidators. Mark serves as a 
Board member of Minter Ellison 
Rudd Watts, a trustee of Auckland 
Grammar school and a Board 
member of the Ballet foundation of 
New Zealand.

Tarun Kanji

Tarun Kanji is a 
third generation 
New Zealand 
born Indian who 

has close to 25 years corporate 
and consulting experience with 
international accounting firms 
spanning corporate advisory, 
valuation, finance, litigation support, 
recovery and audit disciplines across 
the US, Europe, Asia, Australia and 
New Zealand. Tarun has also held a 
number of senior executive roles, over 
10 years with Fosters Group, primarily 
in the wine sector, which covered a 
range of disciplines including finance 
(CFO), commercial management, 
business development, mergers 
& acquisitions, governance, and 
strategic development roles. He holds 
dual citizenship with India. Currently 
Tarun is involved in a number of 
internationally focused ventures 
including the commercial globalisation 
of technology companies particularly 
into the Asian and US markets.  He has 
also been responsible for listing a NZ 
software company on the Australian 
Securities Exchange. This has been 
coupled with a range of governance 
roles over the last 7 years including 
Bank of India (founding Chairman), 
Tomizone:ASX (Chairman), Inland 

Revenue Portfolio Governance 
Authority (Independent Board 
Member),  Noske Kaeser (Chairman), 
Tikitere Holdings & Geothermal 
(Director), Auckland Festival Trust 
(Trustee), CricHQ (Director), Grafton 
United Cricket, Board member, 
1-place Limited (Advisory Board).  
Tarun is a member of The NZ Institute 
of Chartered Accountants, CPA 
(Australia), NZ Institute of Directors, 
Australian Institute of Directors and 
NZ Asian Leaders.
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Greg Pollock  
Chief Executive 

Greg was 
appointed as 
the FairWay 

Chief Executive in February 2013. 
Prior to this Greg spent 13 years 
with Beca as a Technical Director, 
in their Auckland, Melbourne and 
Wellington offices. Greg has also 
previously served as a director 
on the FairWay Board from 2010 
to 2011. Greg has trained as a 
mediator in 2004 having seen the 
opportunity for better conflict 
management in a number of sectors, 
including local government, urban 
development and infrastructure. He 
is most focussed on re-positioning 
FairWay as a trusted professional 
services provider to organisations 
seeking to improve productivity, 
customer relationships and trust and 
confidence through early proactive 
approaches to conflict management

Andrea Dickens  
General Manager 
Business 
Development

Andrea is a 
seasoned manager of professional 
services firms, having begun her 
career as Marketing Manager of 
Kensington Swan in 1992. She worked 
in various management roles over 
the last 12-year period at intellectual 
property specialist firm, AJ Park, 
finishing late in 2011. She has a 
strong focus on client relationship 
management. Andrea has extensive 
experience managing successful 

tender processes for law firms for 
contracts with New Zealand-based 
multinationals, government agencies 
and Fortune 500 companies. She 
is a plain English communication 
specialist, having led an award 
winning plain English culture change 
project at AJ Park that helped reorient 
writers to communicate in an 
effective, client-focussed, way. She 
has been a judge of the Writemark 
Plain English Awards for several 
years. Andrea completed her MBA 
at Victoria University in 2012 and is 
currently studying towards a PhD in 
strategic management.

Ray Lala  
General Manager 
Strategy and 
Finance 

Ray joined FairWay 
in July 2013. He brings over 15 years’ 
professional experience in senior 
financial leadership roles in both 
the private and public sectors. Ray 
has previously worked for blue-chip 
organisations such as Telecom New 
Zealand, Fonterra, Goodman Fielder 
New Zealand, and AXA New Zealand 
specialising in strategic performance 
management and long term 
financial planning. Ray has extensive 
experience leading and managing 
finance teams through all aspects 
of business management including 
accounting best practices, budgeting, 
financial planning, costing, and 
monitoring of financial performance. 
He is a Massey University business 
studies graduate, and is a Chartered 
Accountant with the New Zealand 
Institute of Chartered Accountants.

Hannes Strydom  
General Manager 
Service Delivery 

Hannes has 15 
years’ litigation 

and dispute resolution experience 
and has been responsible for 
service delivery in courts and at 
FairWay Resolution. Hannes was 
admitted as Barrister and Solicitor 
of the High Court in New Zealand 
in 2008 and then worked for a year 
as a Prosecutor at the New Zealand 
Police. Hannes joined us in 2009 and 
has held the positions of Reviewer, 
Executive Reviewer and Manager 
Adjudication. Prior to moving to New 
Zealand, Hannes worked as a Court 
Manager and Prosecutor for over 10 
years in South Africa. He also spent 
three years in Taiwan as a teacher. 
Over the last two years he has gained 
invaluable experience in working 
directly with ACC to ensure excellence 
in service delivery to this key client.

Bruce Cottrill  
General Manager 
Consulting

Bruce has 30 
years’ experience 

as a dispute resolution practitioner, 
change agent, teacher and trainer. 
He joined FairWay as the Business 
Director: Advisory & Training in 
2012, following 20 years leading his 
own practice in conflict resolution. 
In November 2014, he became the 
General Manager: Consulting. For 
the last 17 years, Bruce has been 
a lecturer in Massey University’s 
Dispute Resolution programme. 

Our people
Senior management
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Bruce is considered one of New 
Zealand’s leading dispute resolution 
practitioners.

Bruce leads FairWay’s skill 
development team, diagnosing 
needs and designing, and conducting 
a wide range of customised skill 
development. He is a skilled trainer 
in negotiation, mediation, conflict 
management, communication skills, 
and other areas to build individual 
skills and improve relationships. 
He offers one-on-one mentoring, 
and coaching to help people 
develop skills and put them into 
practice. Bruce has a particular 
interest in conflict management in 
large organisations and business 
settings, and works with them using 
diagnostic tools and a systems 
approach to increase their conflict 
resolution capability.

Major conflict management work 
undertaken by Bruce includes 
designing complaint systems for 
financial and telecommunication 
sectors, complex multi-school 
closure mediations and numerous 
sensitive commercial facilitations 
and negotiations. Bruce has 
investigated numerous major 
employment related matters for 
government departments and 
private sector organisations. He has 
extensive experience in facilitating 
change in difficult environments. 
He has mediated and arbitrated 
numerous major private and public 
sector disputes.

Anne Scragg  
General Manager 
Professional 
Excellence and 
Innovation 

Anne graduated in law with honours 
from Canterbury University and was 
admitted as a Barrister and Solicitor 
in the 1970s. After working in private 
practice for some years, Anne 
returned to university to undertake 
further study in the arts. Between 
1999 and 2001, Anne completed 
a Graduate Diploma in Business 
Studies (Dispute Resolution), 
specialising in mediation and she 
was awarded the AMINZ Gold Medal 
for the Best Massey Graduate in 
2001. Anne is an Associate Member 
of AMINZ and served on the AMINZ 
Council from 2006 to 2012 and 
on the Institute’s Education and 
Qualifications Committee. Anne 
moved away from adjudication 
work and became one of the 
company’s front line mediators. She 
subsequently took on the role of 
Mediation Manager. 

In 2006, Anne worked with a team to 
set up Telecommunication Dispute 
Resolution (TDR), a new dispute 
resolution scheme for customers of 
telecommunication companies. In 
2010, Anne moved into the role of 
Manager - ACC, accountable for the 
adjudication, mediation and other 
services provided to ACC. In 2013, 
Anne commenced in her current role 
of General Manager Professional 
Excellence and Innovation. 

In this new role, Anne is focused on 
ensuring our professional services 
align with best practice.  

Anne retired from FairWay on 30 
April 2015. 

Gillian Peacock  
General Manager 
People and 
Capability

Gillian has over 
fifteen years’ experience in senior 
leadership and consulting in both the 
private and public sectors. She has a 
degree in psychology and sociology, 
a diploma in counselling and is an 
International Coaching Community 
accredited executive coach. As a 
human resource practitioner, Gillian 
has been responsible for the design 
and delivery of human resource 
policy, processes and procedures 
and has assisted organisations 
and individuals with workforce 
and succession planning, talent 
management and leadership 
development, and organisational 
and culture change. As a member of 
the senior leadership team at New 
Zealand Red Cross (NZRC), Gillian 
played a significant role as an active 
member of the task force team for 
NZRC’s response to the Canterbury 
earthquake in 2011. The team made 
strategic decisions on a daily basis 
to determine the response and 
deployment of staff and volunteers. 

Gillian left FairWay on 15 May 2015.
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The Board is responsible for:

• the preparation of the annual 
financial statements and the 
judgments used therein; and

• establishing and maintaining 
a system of internal controls 
designed to provide reasonable 
assurance of the integrity 
and reliability of the financial 
statements.

In the opinion of the Board, the 
annual financial statements for the 
year ended 30 June 2015 fairly reflect 
the financial position and operations 
of FairWay Resolution Limited.

The directors are pleased to present 
the financial statements of FAIRWAY 
RESOLUTION LIMITED for the year 
ended 30 June 2015.

Mr Peter Blades 
Chair

Ms Anita Chan 
Deputy Chair

For and on behalf of the Board  
of Directors  
30 September 2015

Statement of 
responsibility

Summary 
financial 
statements
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Summary statement  
of comprehensive income
For the year ended 30 June 2015

2015  
($000)

2014 
($000)

Total revenue 16,940 16,264

Expenditure

Employee salaries and costs (8,120) (7,537)

Other (8,362) (7,707)

Total expenditure (16,482) (15,244)

Profit before tax 458 1,020

Income tax expense (124) (297)

Profit before tax 334 723

Other comprehensive income - -

Total comprehensive income, net of tax 334 723
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Summary statement  
of financial position
For the year ended 30 June 2015

2015 
($000)

2014 
($000)

Current assets

Cash and cash equivalents 1,008 977

Trade and other receivables 2,212 2,814

Review work in progress 1,580 1,501

Total current assets 4,800 5,292

Total non-current assets 2,423 2,544

Total assets 7,223 7,836

Total current liabilities 2,159 3,141

Total non-current liabilities 391 356

Total liabilities 2,550 3,497

Net assets 4,673 4,339

Equity

Share capital 400 400

Retained earnings 4,273 3,939

Total equity attributable to owners 4,673 4,339

These summary financial statements were authorised for issue by the Board  
of Directors on 30 September 2015.

For and on behalf of the Board

Peter Blades Anita Chan 
Chair Deputy Chair
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Summary statement  
of changes in equity
For the year ended 30 June 2015

Share capital 
($000)

Retained  
earnings 

($000)

Total equity 
($000)

As at 1 July 2013 400 3,416 3,816

Profit for the period - 723 723

Other comprehensive income - - -

Total comprehensive income - 723 723

Transactions with owners

Dividends paid - (200) (200)

Balance as at 30 June 2014 400 3,939 4,339

As at 1 July 2014 400 3,939 4,339

Profit for the period - 334 334

Other comprehensive income - - -

Total comprehensive income - 334 334

Transactions with owners

Dividends paid - - -

Balance as at 30 June 2015 400 4,273 4,673
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Summary statement  
of cash flows
For the year ended 30 June 2015

2015  
($000)

2014  
($000)

Net cash inflow from operating activities 660 1,134

Net cash (outflow) from investing activities  (629)  (1,496)

Net cash (outflow) from financing activities - (200)

Net (decrease) increase in cash and cash equivalents 31 (562)

Cash and cash equivalents at beginning of year             977 1,539

Cash and cash equivalents at end of the year      1,008 977
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Basis of preparation

The summary financial statements are 
those of FairWay Resolution Limited. 
The financial statements have been 
prepared in accordance with generally 
accepted accounting practice in New 
Zealand (NZ GAAP). For the purposes 
of complying with NZ GAAP the entity is 
a for-profit entity. FairWay Resolution 
Limited is a Tier 2 for-profit entity and 
has elected to report in accordance 
with Tier 2 for-profit Accounting 
Standards. The entity is eligible to 
report in accordance with Tier 2 
for-profit Accounting Standards on 
the basis that it does not have public 
accountability and is not a large for-
profit public sector entity.

The statements have been prepared in 
accordance with New Zealand Financial 
Reporting Standard 43 - Summary 
Financial Reporting Statements and 
have been extracted from the full 
financial statements that comply with 
NZ GAAP.

The full financial statements were 
authorised for issue by the Directors of 
the Company on 30 September 2015 
and have been audited by Marcus 
Henry of Ernst & Young on behalf of 
the Auditor-General. The full financial 
statements have an unqualified opinion.

The summary financial statements 
are presented in New Zealand dollars 
and all values are rounded to the 
nearest thousand ($000), except when 
otherwise indicated.

Full financial statements

The summary financial statements do 
not include all the disclosures provided 
in the full financial statements and 
cannot be expected to provide as 
complete an understanding as provided 
by the full financial statements. The 
full financial statements can be made 
available on request to Company.

Notes to the summary financial 
statements

Events after balance date

FairWay declared a dividend to the 
Crown of $200,000 (2014: $200,000) 
which will be paid in October 2015.
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Statutory information

Directors’ remuneration 

Directors who have received remuneration and other benefits from the company during the year are as follows:

Employees’ remuneration 

The number of employees whose remuneration was within these specified bands is as follows:

2015 2014

 $100,000 - $110,000 2 3

  $110,000 - $120,000 7 5

  $120,000 - $130,000 2 2

  $130,000 - $140,000 1 2

  $140,000 - $150,000 2 3

 $150,000 - $160,000 1 2

  $160,000 - $170,000 3 -

  $170,000 - $180,000 1 -

  $180,000 - $190,000 1 1

  $200,000 - $210,000 - 1

  $330,000 - $340,000 - 1

  $340,000 - $350,000 1 -

2015  
($000)

2014  
($000)

Peter Blades 35 35

Anita Chan 18 18

Tupara Morrison 18 18

Mark Sanderlin 18 11

Daniel Nakhle 18 11

Tarun Kanji 16   0

John Spencer   0 18






