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Dispute Resolution Services Ltd is an independent, Crown-owned
company providing specialist complaint management and dispute
resolution services in New Zealand.
DRSL provides a range of dispute resolution schemes;

••ACC (the Accident Compensation Corporation) – resolving disputes
around claim decisions and entitlements

••the TDR (Telecommunication Dispute Resolution) scheme – an

external complaint process for telecommunication consumers

••the FDR (Financial Dispute Resolution) scheme – the Government’s
dispute resolution scheme for the retail financial sector.

DRSL is independent, professional and fair.
All DRSL schemes are free for consumers and small businesses to use.

.

Contents
2

Welcome to DRSL

3

Comments from the Chair

4

Report from the Chief Executive

6

Our services

8

Key clients
Accident Compensation Corporation (ACC)
ACC case studies
Telecommunication Dispute Resolution (TDR) Scheme
Financial Dispute Resolution (FDR) Scheme

14 Customer feedback
16 Statistics
18 DRSL people
20 Summary financial statements for the year ended 30 June 2011
24 Audit report

2011 ANNUAL REPORT

1

Welcome to DRSL
DRSL is a specialist dispute resolution company.
It provides services to resolve disputes between
organisations and the people with whom they
come into contact.

DRSL was established in July 1999 to provide
independent dispute resolution services for
the ACC. In 2011 it became an independent
Crown-owned company.

Alternative dispute resolution is an internationally
accepted alternative to solving disagreements
that might otherwise end up in court. There are
several alternative dispute resolution processes –
facilitation, mediation and adjudication – and DRSL
provides services in all of these areas, including
the establishment of comprehensive complaint
management systems for other organisations.

This was a significant move for DRSL, marking
the end of its 12-year history with the ACC as its
parent body, and the beginning of a new phase in
the company’s development.

DRSL has resolved disputes of all kinds and all
levels of complexity, including medical, insurance,
disability, employment and commercial matters, and
handles more than 11,000 issues nationwide a year.
DRSL has offices in Auckland, Wellington and
Christchurch and has a staff of highly qualified
professionals, including trained mediators and
adjudicators, and a strong team of client-focused
advisors and administrators.
DRSL delivers comprehensive complaint
management systems in three sectors – for
the Accident Compensation Corporation (ACC)
reviewing decisions on behalf of consumers,
the telecommunications sector via the
Telecommunication Dispute Resolution (TDR)
scheme, and the financial sector via the Financial
Dispute Resolution (FDR) scheme. It also provides
services to the Environmental Protection Authority,
the Real Estate Agents Authority (REAA) and the
Health and Disability Commissioner.
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DRSL continues to pursue its goal of being a
centre of excellence for complaint-management
and dispute resolution services in New Zealand,
providing comprehensive and innovative dispute
resolution services to a range of industries
and markets.

Comment from the Chair
The year ending 30 June 2011 saw the end
of an era, with DRSL moving from ACC ownership
to its establishment as a new, independent
Crown-owned company.
This independence from the ACC creates an
exciting future for DRSL in its pursuit to become
the centre of excellence for complaint management
and dispute resolution services in New Zealand.
The ACC remains a very important and valued client;
however, from a sustainability perspective DRSL
needs to widen its horizons and find its position in
the growing complaint management and dispute
resolution market.
It is therefore very encouraging to report that
significant progress has been made in the past
year to grow and diversify DRSL’s client base.
The new markets that DRSL has entered – the
telecommunication and finance sectors – have been
further enhanced by new arrangements with the
REAA and the Environmental Protection Authority.
While growth and diversification into new sectors
are important drivers, it is also important that DRSL
does this in a way which recognises that delivering

services at a cost-efficient level, and in a timely
manner. These will be key ingredients required in
current and future operating environments.
The creation of the new Crown entity on 1 July
2011 also saw the creation of a new Board. DRSL
is fortunate to retain the services of three of
its previous directors, Dr Marie Bismark, Tupara
Morrison and John Spencer. Along with myself,
there is one other new director, Anita Chan.
DRSL is indebted to the two retiring directors, Brent
Kennerley and Greg Pollock, for a great contribution
to the development of DRSL over the last few years.
Finally I very much want to thank and acknowledge
the excellent work that our Chief Executive, Neil
McKellar, and the staff have done over the last year.

Peter Blades
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Report from the Chief Executive
It has been a watershed year for DRSL. The
company started as a small subsidiary of
the ACC more than 12 years ago. This year it
became an independent Crown-owned company,
with revenue of over $15 million.
The change in DRSL’s status from being a
subsidiary of the ACC to an independent company
has implications that are being felt throughout
the company. It is an exciting and challenging
environment as we are more able to direct our
own future, balanced by the introduction of
responsibilities that were not required in the past.

These changes are being implemented by an
exceptional staff – many of whom have been with
the company since its inception – who have always
strived to make the company the best it can be.
DRSL’s vision for the future is to become a centre
of excellence in the field of dispute resolution, and
it is these same staff and the values they bring to
the workplace that will help us get there.
The Christchurch earthquakes have had a huge
impact on both our Christchurch office and the
rest of the DRSL staff in the past year. DRSL was
extremely fortunate and hugely grateful that none
of its staff lost their lives in the quakes, especially
since it has recently been announced that the
company’s office building is soon to be demolished.
And although relocated several times, the DRSL
Christchurch office has remained open and working
throughout the turbulent times in the immediate
aftermath of the quake, and since.
DRSL’s response was typical of many organisations
– the rest of the company outside Christchurch
provided fantastic support to ensure the
Christchurch office could carry on. DRSL’s disaster
recovery plan was activated and acted as an
overarching framework for all post-quake actions.
The DRSL plan has been presented to other
government agencies as a good example of
what a disaster recovery plan should look like.
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DRSL is also looking to exciting developments in
the future. In the past 12 months the company
has developed a new business model, delivering a
‘bespoke’ dispute resolution service. This service
means we add components to an existing dispute
or complaint system, offering a layer of experience
and expertise to help organisations deal with more
complex disputes. It is an innovative way to package
an alternative dispute resolution service, and
adds to DRSL’s established end-to-end complaint
management model.
Currently this service is being used by the
REAA. We hope to expand the service in the
coming year to new clients.

This year DRSL was appointed to work with
the Environmental Protection Authority. DRSL
was selected as a preferred supplier of dispute
resolution services to the Authority,
and will be used for major dispute services.
DRSL continues to actively seek out business
prospects, with dedicated staff developing business
leads, and is looking forward to another exciting and
prosperous year.

Neil McKellar

“In the past 12 months the company has
developed a new business model, delivering
a ‘bespoke’ dispute resolution service. This
service means we can add components to an
existing dispute or complaint system, offering
a layer of experience and expertise to help
organisations deal with more complex disputes.”
2011 ANNUAL REPORT
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Our services
DRSL is a specialist dispute resolution service
provider with proven systems and experience,
and a unique understanding of dispute resolution
solutions and requirements. DRSL is able to
analyse disputes and outcomes, providing
organisations with information to improve
their systems.
DRSL delivers dispute resolution services in the
health, telecommunication and finance industries.
However, DRSL also provides consultancy and
adjudication services for several organisations,
taking the most difficult and complicated
complaints and resolving them on the
organisations’ behalf.
DRSL’s services are traditional alternative dispute
resolution practices: facilitation, mediation and
adjudication. Additional services are consultancy
and complaint-management systems.

Facilitation & Mediation
Facilitation and mediation are quick and flexible
alternatives to resolving disputes that might
otherwise end up in court. Using a facilitation or
mediation process to resolve a dispute is a good
way to protect a relationship between disputing
parties that might otherwise be damaged, as the
process is inclusive and non-confrontational.
Legal representation is not required and disputes
can be addressed as soon as all parties agree
to participate.
Facilitation
Facilitation aims to get disputing parties to fully
understand each other’s positions in an effort
to resolve a dispute.
Facilitation begins with information-gathering
and uses a facilitator as an intermediary to make
sure there is good communication between
the parties. The facilitator may provide written
recommendations for resolving or progressing the
dispute, but does not make any binding decisions.
Mediation
The aim of mediation is to get disputing parties
to reach a mutually agreed conclusion. Mediation
can be used in a variety of situations, including
relationship, employment, community and
commercial disputes.

6

DISPUTE RESOLUTION SERVICES

Mediation involves an impartial third person
(a professionally qualified mediator) helping
the parties to reach an agreement through a
constructive, problem-solving approach. The
mediator doesn’t make a decision on the dispute,
but helps the parties to discuss the issues
and get to a mutually acceptable result.

There are fundamental requirements in any
complaint-management scheme and DRSL
can ensure these are in place, well practised
and well monitored.

Adjudication

DRSL offers a range of consulting services designed
to avoid, or minimise, the risk of disputes escalating.
These may take the form of: independent advice
on issue management; facilitation of meetings of
relevant experts; and confidential dispute resolution.

Adjudication is a process where disputing parties
agree to have an independent assessment and to
have a final decision made about their dispute by
an adjudicator.
DRSL provides professional, independent
adjudicators who are skilled in advanced legal and
statutory interpretation, analysis and reasoning.
DRSL adjudicators assess disputes and deliver
fully reasoned written decisions.

Complaint-Management Systems
DRSL has experience with a range of complaintmanagement systems. DRSL can assess an existing
complaint-handling process and evaluate its
effectiveness, and can design and help implement
new systems that are the most appropriate for an
organisation or industry.

DRSL currently manages complaint-management
systems in the health, telecommunication and
financial service sectors.

Dispute prevention and resolution strategies are
available, including staff training programmes
and reporting procedures.
DRSL provides:
on complaint management
••presentations
and dispute resolution

conflict management workshops
••interactive
for small groups
troubleshooting and problem
••one-on-one
solving advice

to information such as summaries
••access
of court decisions

on the dispute resolution process,
••information
and advice on how best to navigate it

••management information and analysis.
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Key Client

ACC

Accident Compensation Corporation
DRSL operates the legislated decision review
system for the ACC, and also provides alternative
dispute resolution services to the ACC, such as
facilitation and mediation.
DRSL has managed the ACC review process for
more than ten years, competently dealing with case
law, claimants and the ACC’s own systems.
The ACC review process is for people who are
unhappy about a decision or outcome of their
ACC claim.
During a review, a DRSL reviewer works with the
ACC client and ACC staff to review the decision
that is in dispute, and then issues a formal decision.
This can include upholding the original ACC decision
or modifying or overturning it, including decisions
about money and payments. The decisions are
binding and can only be appealed through the
District Court.
The service is paid for by the ACC and free
to claimants.
Mediation is also available to ACC claimants
through DRSL.
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www.acc.co.nz
The distinguishing factors in the relationship
between DRSL and the ACC are service, cost and
efficiency. DRSL continued to improve its efficiency
during the 2010/11 year, with an increase in
completed reviews of 7% compared to the previous
year. DRSL continued to reduce costs associated
with handling reviews, and continued to process
reviews at a higher rate.
The review process can be adversarial and result
in decisions ‘against’ complainants, so it can be
difficult to assess customer satisfaction – a
customer may have received good service but
be unhappy about the outcome, for example, and
express that as a negative experience. However,
DRSL does offer a customer satisfaction survey
to all people who have been through the ACC
review process.
In the latest customer satisfaction research,
68% of respondents were satisfied with the
service provided by DRSL, and of those 33%
were very satisfied. Of the remainder, 17%
were neutral and 15% were not satisfied.

CASE STUDIES

1

The case studies highlight some of the issues DRSL covers
in any given year. All identifying material has been removed.

The reviewer considered all of the evidence and
decided that, on the whole, it was possible for
the woman to work in either of the work types
as assessed by the ACC.

Can employers get involved too?
Employers may attend review hearings if the
dispute involves a decision about whether or
not the injury happened at work.

The woman decided to appeal the reviewer’s
decision and took the matter to the District Court.
The District Court agreed with the reviewer,
confirming that the analysis and conclusions
were correct, and that the woman was no longer
entitled to ACC payments.

A personal assistant lodged a claim with the ACC
for treatment for carpal tunnel syndrome, an injury
that can be caused by repetitive typing. The ACC
decided not to cover the injury, as it believed the
condition had not been caused by work activities.
In this case the employer attended the hearing, and
was entirely supportive of the employee’s claim.
When reviewing all of the information, the
reviewer noted that the ACC had not sought a
medical opinion before it made a decision in this
case. The reviewer thought a medical opinion was
necessary, so they quashed the ACC’s decision
and directed that a specialist’s opinion be obtained.
The reviewer asked the ACC to issue a new decision
once that opinion had been obtained.
2

Working after an injury
The ACC may assess whether a person is ‘vocationally
independent’ by looking at their occupational
and physical abilities. If a person is assessed
as vocationally independent, they may
no longer be eligible for weekly compensation.
A woman who suffered a neck injury was
provided with a range of rehabilitation services by
the ACC. After rehabilitation, the ACC decided the
woman was able to return to work full time, and
it identified two different work types as options.
As the woman was assessed as being capable
of work, the ACC stopped paying her weekly
compensation. She then asked for that decision
to be reviewed.

3

Code of ACC Claimant Rights
All consumers have rights under the Code of
ACC Claimant Rights. The ACC investigates all
complaints regarding these rights, but if a person
disagrees with the outcome of that investigation
they can take the matter to DRSL for review.
A consumer lodged a complaint with the ACC,
saying they thought their ACC claimant rights had
been breached in a number of ways. The consumer
didn’t agree with the decision that was made by the
ACC about the complaint, so they took the matter
to DRSL to be reviewed. DRSL found that some of
the matters covered by the complaint could not
be considered under the Code as they related to
day-to-day case management, but some could.
At the hearing the claimant agreed that the
day-to-day case management issues could not
be considered as a Code complaint, and the ACC
agreed it had not considered some aspects of the
complaint properly. It was agreed that the ACC
would look at the complaint again and issue the
person a new decision. The reviewer then issued
a ‘consent decision’ – a decision that is agreed to
by all of the parties – that summed up the hearing
and the agreed end result.
2011 ANNUAL REPORT
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Key Client

TDR

Telecommunication Dispute Resolution Scheme
DRSL is the Scheme Agent for the TDR service,
which was established in 2007. The TDR service
is free for consumers to use and is funded by
the telecommunication companies that are
TDR scheme members.

The reporting year has also been altered, meaning
that this report covers a six-month period from
1 January 2011 to 30 June 2011 (rather than
the usual 12 months), to align the TDR reporting
year with the DRSL reporting year.

TDR was set up by the telecommunication industry
association, the Telecommunication Carriers’ Forum.
TDR is an independent complaint-management
scheme. DRSL established the scheme and
continues to run the day-to-day service.

During the six-month period the TDR service
received almost 1000 calls, meaning it
is on track to match the record number of calls
that were received in the previous year.

The most significant change in the TDR service
for the period was a review of the Customer
Complaints Code, the document that governs the
scheme. Some significant changes for the running
of the scheme came out of the review, but these
were mostly to do with the behind-the-scenes
scheme operation, with few changes to the way
the scheme works with consumers.
One of the major changes was a shift in
responsibility for acquiring new members. This has
moved from TDR to the industry association that
established the scheme, the Telecommunication
Carriers’ Forum. The range of telecommunication
companies that are currently TDR scheme members
means that approximately 98% of residential
consumers and small-to-medium businesses are
covered by the scheme. The goal is for all retail
telecommunication providers to become TDR
scheme members.
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TDR staff continue to manage these call numbers
competently. Against a target of 80% of calls
answered within 20 seconds, 99% of calls were
answered within that time.
The billing issues category caused the most
complaints, as it has every year since the scheme
began. The other top complaint types were
customer service – which has also featured
every year – and contracts. Consumers also
reported they were having issues with transfers
between telecommunication companies and
credit management.
Just over half of the calls that were received
related to disputes that TDR was unable to help
with, because the consumers had not made the
complaints to the telecommunication companies
before coming to TDR. Under the TDR Code, a
scheme member must be given a fair opportunity
to resolve the complaint before TDR can become
involved. There were 154 calls received about
telecommunication companies that were not
scheme members.

TDR has always had very high customer
satisfaction approval rates, and research that was
carried out during the reporting period showed that
this was again the case. Of the consumers who
were surveyed, 89% were satisfied with the overall
TDR dispute resolution process and 94% were
satisfied with the way in which TDR staff
handled their complaints.
More than 80% of customers gave TDR staff
the highest possible rating in terms of their
professionalism, how well they listened to what
the customers had to say, and the promptness
with which they dealt with complaints.

The company that carried out the research,
Research New Zealand, said the TDR results were
some of the best it had ever seen in terms of its
six key attributes of customer service – staff are
knowledgeable and listen, are prompt, professional
and available, and provide the right information.
When asked what TDR could do to improve its
service, 60% of respondents had no suggestions.
However, of the suggestions that were provided,
the one most commonly mentioned was that TDR
should be promoted more widely.
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Key Client

FDR

Financial Dispute Resolution Scheme

www.fdr.org.nz

The FDR service was launched on 1 October
2010, as part of the Government’s suite of
changes to the financial services industry.

and organisations have access to a free dispute
resolution service if they have complaints that aren’t
resolved to their satisfaction.

New legislation has been introduced to ensure that
all financial service providers are registered with
the Financial Service Providers Register, operated
by the New Zealand Companies Office. One of
the conditions of registration is membership of
an independent dispute resolution scheme.

Consumers must follow a similar set of guidelines to
those in DRSL’s other dispute resolution scheme
–complaints must have been made to the scheme
member first, and they must have given the
organisation a reasonable opportunity to resolve
the problem. In addition, consumers can be awarded
up to $200,000 in compensation.

DRSL successfully tendered to establish and
operate a Government ‘Reserve Scheme’, a dispute
resolution service provided by the Government for
all financial service advisers and organisations
that did not want to join other schemes, or could
not join other schemes because of their business
type and/or size.
However, DRSL believed the scheme would be able
to provide dispute resolution for all businesses,
and has marketed itself to the wider financial
services industry. FDR now has more than 1500
scheme members, with a range of financial advisers
and organisations from all over the country. This
in turn means the customers of those advisers

FDR received 868 calls in the 10 months between
launching on 1 October 2010 and 30 June 2011,
from both consumers and financial organisations
enquiring about joining the scheme.
FDR was only able to receive complaints from
1 December 2010, due to the scheme rules
stating that:
1. a
 complaint can only be made about an event
that happened on or after 1 October 2010.
2. a
 scheme member has three months to address
a complaint before it can be taken to FDR.

“FDR received 28 complaint enquiries
in the available seven-month period.”
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FDR received 28 complaint enquiries in the
available seven-month period. Of those, 30%
related to disclosure, where the consumers felt they
had not been provided with enough information,
15% related to decisions made by financial
organisations, primarily about inappropriate debtcollection action (including threats of violence), and
15% related to instructions, in particular failures or
delays in following instructions.
Many of these calls could not be considered,
as many of the financial organisations being
complained about were members of other
dispute schemes. A quarter of the calls related
to complaints that had not been made to the
organisations concerned, and several were in relation
to events that had happened prior to FDR’s start date.
FDR has worked hard since its launch to promote
the service to consumers. It has taken part in
Ministry of Consumer Affairs Consumer Rights
Days and presentations have been given to a
wide range of industry organisations and groups.

90%
rated their
contact positive

A survey of FDR scheme members, undertaken in
May 2011, showed extremely high satisfaction levels.
Of those surveyed, 90% rated their contact with
FDR staff positively and 87% rated the FDR
website positively. Of the scheme members that
had had contact with FDR staff, 67% rated them
extremely highly in terms of the key areas of
availability, promptness and ability to provide the
information required. In total, over 90% rated their
experiences with FDR staff highly, and 70% of all
scheme members would recommend FDR to other
financial organisations.
The report concluded by stating that the
significance of the results should not be underestimated, given that approximately three-quarters
of the members had been aware of other dispute
schemes when they joined FDR, and almost half
reported they had considered joining other schemes
before deciding to join FDR.

87%

rated the FDR
website positively

70%

scheme members would
recommend FDR
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Customer feedback

DRSL collects customer feedback in many ways.
It has formal processes in place so that consumers
receive customer satisfaction surveys at the
end of the dispute process, and it uses research
companies to gather information from all of the
schemes’ members.
However, DRSL also receives a lot of unsolicited
feedback, praising staff and the time and approach
they take when helping people.

“Your intervention was
just like a magic wand.”

“Your professionalism was flawless.
Your attitude was always pleasant. You
were helpful. You were always prompt.”
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Here is a selection of comments that were
received about DRSL services and staff:

“Thank you for your professional
manner when speaking to me about
matters. As you know it has been a
very distressing time for me and I
appreciated your calmness.”

“I would like to take this
opportunity to thank you
for your prompt assistance
in this matter and wish you
and your organisation well
in what you do.”

“Thank you, you have been
a pleasure to deal with.”

“My wife and I would like to thank you for your
help in resolving our issues. We found it to
be a very pleasant and professional service.
It was a relief to speak to somebody neutral
and we could feel the burden lifted off our
shoulders after the meeting.”

“It’s reassuring to know that
good old-fashioned service and
commitment to customers still
exists. You displayed both of these
things, and your organisation
should be proud to have you
as part of their team.”

“Considering the logistical headaches DRSL has
had to solve over the last few months [regarding
the Christchurch earthquakes] you guys have
done an amazing job. I really don’t know how
you have managed to keep things running so
smoothly – but appreciate that it has required
a lot of hard work behind the scenes.”

“I’d like to thank your organisation for the
assistance. Don’t know how long it would
take to solve [my dispute] if not for you. You
are doing a great job, guys. Thanks a lot.”

“Thanks for your help – it’s great
to know there’s someone there!”

2011 ANNUAL REPORT
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Statistics
ACC New Reviews 2010–2011

The number of new reviews fell slightly
compared with the previous year, with 11%
fewer cases received during the same period.
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0
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Key:

New reviews 2010 - 2011

Average 2011

Reviews 2009 - 2010

Average 2009 - 2011

ACC Review Hearings

The number of review hearings held increased
by just over 6% in the same period.

7500

7000

6500

6000
2009 - 2010

For more information
visit www.drsl.co.nz
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2010 - 2011

ACC review hearings by Location
July ‘10 – June ‘11

Kaitaia
Paihia
Whangarei

Alexandra

1.6%

Auckland

13.6%

Blenheim

2.3%

Christchurch

11.5%

New Plymouth

2.4%

OTP

7.3%

Paihia

0.7%

Palmerston North

2.9%

Dunedin

3.5%

Rotorua

3.5%

Gisborne

1.0%

Takapuna

5.0%

Greymouth

1.1%

Taupo

0.2%

Hamilton

8.3%

Tauranga

5.7%

Hastings

3.6%

Thames

1.0%

Henderson

3.5%

Timaru

1.5%

Invercargill

2.7%

Misc

0.2%

Kaitaia

0.1%

Wanganui

1.3%

Levin

0.6%

Wellington

7.8%

Masterton

1.2%

Whakatane

0.8%

Napier

0.4%

Whangarei

2.7%

Nelson

2.0%

North Shore
Henderson
AUCKLAND Thames
Tauranga

HAMILTON

Whakatane

Rotorua
Gisborne

New Plymouth
Napier
Whanganui
Levin
Nelson

*OTP = On the Papers

Hastings

Palmerston North
Masterton

WELLINGTON
Blenheim

(a decision made without a hearing)
Greymouth

CHRISTCHURCH

Timaru

Alexandra
DUNEDIN
INVERCARGILL
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DRSL people
DRSL Board
Peter Blades (Chair)
Peter Blades has more than
35 years of board and senior
management experience; in
recent years he has 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 and
telecommunications.
He has been involved in a diverse range of
consulting assignments and several performanceenhancing exercises, and developed a stakeholder
profiling (strategic alignment) methodology.
Peter has an extensive record of board involvement
and currently sits on a number of boards, including
as director of Wellington Regional Council Holding
Co Ltd (NZ). He is a Fellow of both the Australian
and New Zealand Institutes of Directors.
Dr Marie Bismark
Dr Marie Bismark is a health
lawyer who specialises in patients’
rights and complaints resolution.
She holds academic appointments
with the University of Otago and
the University of Melbourne, and
is a consultant with a Wellington
law firm.
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Marie has served on the New Zealand Law
Society Health Law Committee, the ACC Board of
Directors, the Bioethics Council and the Ministerial
Advisory Panel on Veterans’ Health. She is currently
a Member of the Royal Australasian College of
Physicians Legal Expert Advisory Group, and a
Board Member of CRC Young and Well.
She has previously worked as a doctor in a number
of hospitals and served as a legal advisor to the
Health and Disability Commissioner. In 2004–
2005 Marie completed a Harkness Fellowship
in Healthcare Policy at the Harvard School of
Public Health.
Anita Chan
Anita Chan is a specialist family
law barrister. Her practice is in
complex relationship property
and child law cases.
Anita is a former Chair of the
Family Law Section of the
New Zealand Law Society. She
is a Fellow of the International
Academy of Matrimonial Lawyers (London). She
was elected as a Governor of the Academy in
2008, and presently serves as its Parliamentarian.
Anita has presented at numerous national and
international family law conferences, including in
Seoul, Brisbane, Shanghai, Adelaide, Cape Town
and Vancouver. She is a regular guest lecturer
at the University of Otago.
She was also a foundation director of the
New Zealand Law Society Continuing Legal
Education Board.

Find us online at
www.drsl.co.nz

Tupara Morrison
Tupara Morrison is of Te Arawa
descent – Ngati Whakaue, Ngati
Hurungaterangi and Ngati Pukaki.
Tupara is a Massey University
business studies graduate,
chartered accountant, and
member of the New Zealand
Institute of Directors. He is a
ministerial appointment to Lakes District Health
Board and chairs the Finance and Audit Committee.
He is a trustee of Te Kotahitanga o Ngati Whakaue
Assets Trust, the receiving entity of the CNI
Collective Treaty Settlement for Ngati Whakaue,
and a director of CNI Iwi Holdings Ltd. He is also a
director of Te Puia – the New Zealand Maori Arts
and Crafts Institute in Rotorua, and the Apostolic
Training Centre in Hamilton.
Tupara owns and operates a business consultancy
company providing governance and business
management services to a variety of clients
across New Zealand.

New Zealand and overseas in various industries.
A Fellow of the Institute of Chartered Accountants,
he was a member of the Accounting Standards
Review Board for nine years.

Senior Management
Neil McKellar
Chief Executive
Paul King
Manager, Client and Business Development
Anne Scragg
Manager, ACC
Derek Pullen
Manager, Telecommunication Dispute Resolution
Scheme Adjudicator, Financial Dispute Resolution
Stuart Ayres
Manager, Financial Dispute Resolution

John Spencer
John Spencer is Chairman of
Tainui Group Holdings Ltd,
KiwiRail Ltd and WEL Networks
Ltd. He is a director of Tower
Ltd, Dairy NZ Ltd and DRSL.
He is also the Audit Committee
Chairman of Tower and Dairy NZ,
and Mitre 10 NZ Ltd as an
advisor to the Board.

Katrina Leather
Manager, HR
Roshan Abeyesundere
Chief Financial Officer

John was Chief Executive of New Zealand Dairy
Group prior to the formation of Fonterra, and has
held a number of senior management positions in
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SUMMARY FINANCIAL STATEMENTS

Summary financial statements for the year ended 30 June 2011
Statement of comprehensive income
For the year ended 30 June 2011
2011

2010

$000

$000

15,499

14,461

Employee benefits expense

(7,739)

(6,008)

Other expenses

(7,228)

(6,369)

Total expenditure

(14,967)

(12,377)

532

2,084

(128)

(639)

404

1,445

Total income
Expenditure

Operating surplus before tax
Income tax expense
Net surplus and total comprehensive income attributable
to owners of the parent
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Statement of changes in equity
For the year ended 30 June 2011
2011

2010

$000

$000

400

400

Balance as at 1 July

4,119

2,674

Surplus for the year

404

1,445

(2,250)

–

Balance as at 30 June

2,273

4,119

Total equity attributable to owners of the parent

2,673

4,519

Share capital
Balance as at 30 June

Retained surpluses

Distributions to previous shareholder
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Statement of financial position
As at 30 June 2011
2011

2010

$000

$000

549

2,346

Trade and other receivables

2,026

1,553

Work in progress

1,826

2,114

4,401

6,013

968

1,205

Total assets

5,369

7,218

Total current liabilities

2,073

1,979

623

720

Total liabilities

2,696

2,699

Net assets

2,673

4,519

400

400

Retained surpluses

2,273

4,119

Total equity attributable to owners of the parent

2,673

4,519

Current assets
Cash and cash equivalents

Total current assets
Total non-current assets

Total non-current liabilities

Equity
Share capital

These Summary financial statements were authorised for issue by the Board of Directors on 15 December 2011.
For and on behalf of the Board

Dr Marie Bismark Deputy Chairperson			

22

DISPUTE RESOLUTION SERVICES

Tuapara Morrison Director

SUMMARY FINANCIAL STATEMENTS

Statement of cash flows
For the year ended 30 June 2011
2011

2010

$000

$000

598

1,356

Net cash (outflow) from investing activities

(545)

(594)

Net cash (outflow) from financing activities

(1,850)

–

Net (decrease) increase in cash and cash equivalents

(1,797)

762

2,346

1,584

549

2,346

Net cash inflow from operating activities

Cash and cash equivalents at beginning of year
Cash and cash equivalents at end of the year

Notes to the summary financial statements
Basis of preparation

Change in Shareholding

The summary financial statements are those of Dispute
Resolution Services Limited (the “Company”). The company
has designated itself as a profit orientated entity for the
purpose of New Zealand equivalents to International
Financial Reporting Standards (NZ IFRS).

Effective 20 June 2011, all the shares held by the
Accident Compensation Corporation (ACC) were
transferred to the Minister of ACC and the Minister of
Finance and on that date became a Crown Entity in terms
of the Crown Entities Act 2004, and is wholly owned on
behalf of the Crown by the two afore mentioned Ministers.

The statements have been prepared in accordance with
New Zealand Financial Reporting Standard Number 43
(‘Summary Financial Statements’) and have been extracted
from the full financial statements that comply with New
Zealand Generally Accepted Accounting Practice and
International Financial Reporting Standards.
The full financial statements were authorised for issue by
the Directors of the Company on 22 September 2011
and have been audited by Simon O’Connor 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, the functional currency of the
company, and rounded to the nearest thousand dollars.

Full financial statements
The summary financial statements cannot be expected to
provide as complete an understanding as provided by the
full financial statements. The full financial statements are
available on the company’s website http://www.drsl.co.nz

Events after balance date
There were no significant events after balance sheet.
(2010: the company declared and paid a dividend of
$1,000,000 to the shareholder (ACC) in August 2010).
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INDEPENDENT AUDITOR’S REPORT
TO THE READERS OF
DISPUTE
RESOLUTION
SERVICES LIMITED’S
AUDIT
REPORT
SUMMARY FINANCIAL STATEMENTS

FOR
THE YEAR
ENDED 30 JUNE
TO
THE
READERS
OF 2011

DISPUTE RESOLUTION SERVICES LIMITED’S
SUMMARY FINANCIAL STATEMENTS
statements of the company for the year ended 30 June 2011 on which we expressed an unqualified audit opinion in our report dated
FOR THE YEAR ENDED 30 JUNE 2010
We have audited the summary financial statements as set out on pages 20 to 23, which were derived from the audited financial

22 September 2011.

The summary financial statements comprise the summary statement of financial position as at 30 June 2011, and summaries of the

We have audited
the ofsummary
financial
as setin out
20oftocash
23.flows for the year then ended and the
statement
comprehensive
income,statements
statement of changes
equityon
andpages
statement
related notes.
Opinion

Unqualified Opinion
In our opinion, the information reported in the summary financial statements complies with FRS-43: Summary Financial Statements
and is consistent in all material respects with the audited financial statements from which they have been derived.

In our opinion, the information reported in the summary financial statements complies with FRS-43: Summary
Basis of opinion
Financial Statements and is consistent with the full financial statements from which it is derived and upon which we
expressed anThe
unqualified
audit opinion
in our
dated 21 September
2010.
audit was conducted
in accordance
withreport
the Auditor-General’s
Auditing Standards,
which incorporate the International
Standards on Auditing (New Zealand).
The summary financial statements, and the audited financial statements from which they were derived, do not reflect the effects of
events that occurred subsequent to our report dated 22 September 2011 on the audited financial statements.

Basis of Opinion

The summary financial statements do not contain all the disclosures required for audited financial statements under generally

The audit wasaccepted
conducted
in accordance
theReading
Auditor-General’s
Auditing
Standards,
includeforNew
Zealand
accounting
practice in New with
Zealand.
the summary financial
statements,
therefore, iswhich
not a substitute
reading
Auditing Standards.
Other
than
in ourofcapacity
as auditor, we have no relationship with or interests in the company.
the audited
financial
statements
the company.
Responsibilities of the Board of Directors and the Auditor
The Board of Directors is responsible for preparing the summary financial statements in accordance with FRS-43: Summary

Responsibilities
of Statements.
the Board
and
the Auditor
Financial
Weof
areDirectors
responsible for
expressing
an opinion on those statements, based on the procedures required by the
Auditor-General’s auditing standards including International Standard on Auditing (New Zealand) 810: Engagements to Report on

The Board of Summary
Directors
is responsible
Financial
Statements. for preparing the summary financial statements and we are responsible for
expressing an opinion on those statements.
Other than in our capacity as auditor we have no relationship with, or interests in, the company.

S R L O’Connor,
S R L O’Connor
Ernst & Young
Ernst & Young
On behalf of the
Auditor-General
On behalf
of the Auditor-General
Wellington, New
Zealand
Wellington,
New Zealand
6 December 2010
15 December 2011
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Check out our website to
find out more about DRSL
www.drsl.co.nz
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