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Some parts of this information release would not be appropriate to release and, if requested, would be 
withheld under the Official Information Act 1982 (the Act). 

Where this is the case, the relevant sections of the Act that would apply have been identified.   

Where information has been withheld, no public interest has been identified that would outweigh the reasons 
for withholding it. 

Key to sections of the Act under which information has been withheld: 

[23] 9(2)(a) - to protect the privacy of natural persons, including deceased people 

[25] 9(2)(b)(ii) - to protect the commercial position of the person who supplied the information or who is 
the subject of the information 

[26] 9(2)(ba)(i) - to protect information which is subject to an obligation of confidence or which any person 
has been or could be compelled to provide under the authority of any enactment, where the making 
available of the information would be likely to prejudice the supply of similar information, or 
information from the same source, and it is in the public interest that such information should continue 
to be supplied 

[31] 9(2)(f)(ii) - to maintain the current constitutional conventions protecting collective and individual 
ministerial responsibility 

[33] 9(2)(f)(iv) - to maintain the current constitutional conventions protecting the confidentiality of advice 
tendered by ministers and officials 

[34] 9(2)(g)(i) - to maintain the effective conduct of public affairs through the free and frank expression of 
opinions 

[35] 9(2)(g)(ii) - to maintain the effective conduct of public affairs through protecting ministers, members of 
government organisations, officers and employees from improper pressure or harassment; 

[36] 9(2)(h) - to maintain legal professional privilege 

[37] 9(2)(i) - to enable the Crown to carry out commercial activities without disadvantage or prejudice 

[38] 9(2)(j) - to enable the Crown to negotiate without disadvantage or prejudice 

[39] 9(2)(k) - to prevent the disclosure of official information for improper gain or improper advantage 

Where information has been withheld, a numbered reference to the applicable section of the Act has been 
made, as listed above. For example, a [23] appearing where information has been withheld in a release 
document refers to section 9(2)(a). 
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Date: 9 October 2018 
 
 
To: Minister Responsible for the Earthquake Commission (Hon Dr Megan 

Woods) 
 
Cc: Minister of Finance (Hon Grant Robertson)   
 
 
Deadline: None 
 
 
Aide Memoire: Greater Christchurch Claims Resolution Service 
- Pre-Launch Operational Readiness Assessment 

 
At a meeting with you yesterday afternoon we discussed our view that there do not 
appear to be any matters which would necessitate delaying the announcement and 
launch of the Greater Christchurch Claims Resolution Service (GCCRS).  We note that, 
there are some operational risk areas relating to the service being launched.  However, 
there is nothing at this point in time that is considered critical, or which does not have 
appropriate mitigation measures in place or under development. 
 
We provided you with a pre-launch operational readiness assessment summary table 
(refer to the attached table).  The table highlights the risk areas, the mitigation 
strategies that are in place and provides a risk assessment for each risk area as it 
relates to the pre-launch operational readiness of the new GCCRS. 
 
In our role as monitor of EQC and Southern Response, we will continue to undertake 
an independent assessment of the establishment phase of the GCCRS and we will 
provide updates on the identified risk areas as necessary.  In addition, we will provide 
an update once the service is fully established and formally reporting to stakeholders. 
 
 
 
 
 
 
 
 
Lars Piepke, Senior Analyst, Commercial Performance, 
Shelley Hollingsworth, Acting Manager, Commercial Performance, 
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GREATER CHRISTCHURCH CLAIMS RESOLUTION SERVICE (GCCRS) 
 
Pre-Launch Operational Readiness Assessment 
 
The table below highlights the risk areas, mitigation strategies and provides a risk assessment for each risk area as they relate to the pre-
launch operational readiness of the new GCCRS service. 
 
RISK AREAS MITIGATION STRATEGIES RISK ASSESSMENT 
Demand for the new service is unable to be satisfied 
due to substantially higher demand than forecast.  The 
forecasts indicate around 4,150 cases to 30 June 2019, 
however the phasing of the claims numbers and the mix in 
the complexity of the cases provides further uncertainty. 

GCCRS has an arrangement in place to have 2 extra 
brokers on standby (i.e. 20% extra capacity if required). 
However, this will potentially require 2 to 3 weeks to 
operationalise.  The EQC OIA team can reprioritise 
other team members towards GCCRS document 
uploading functions if required. 

High 

The case-loads of the GCCRS brokers.  Initially there will 
be 10 brokers and the forecasts indicate that the brokers will 
have a case-load that will peak at around 130 cases per 
broker.  This could be a heavy case-load if there are more 
complex cases and less of the simple ‘one-touch’ cases. 

As mentioned above, GCCRS has an arrangement in 
place to have 2 extra brokers on standby that could be 
activated if brokers are struggling to handle the case-
loads. 

High if there are more 
cases than expected or 
more complex cases 
than expected. 

Privacy breach at the GCCRS portal (for e.g. customer 
report uploaded to wrong customer username). 

Peer review of customer report uploads at EQC OIA 
team and then limited review by GCCRS broker before 
customer reports made available on the portal. 

High if volumes 
substantially higher than 
forecast. 

Legal Advisory Group purpose and functions may result 
in the Crown paying for two lawyers, with opposing views, 
locked in an adversarial legal dispute that does not provide 
the right assistance to resolve the outstanding claim. 

Clarity on the instructions given to the outsourced legal 
services should assist in mitigating this situation.  
However, the final Terms of Reference needs to be 
clarified first. 

Medium to High if many 
cases go to the GCCRS 
legal dispute resolution 
pathways. 

Key senior personnel at the Crown entities involved. Good relationships and trust exist between the senior 
leaders representing the three Crown entities involved. 

Low (but Medium if any 
key leaders changed 
during the establishment 
phase).
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RISK AREAS MITIGATION STRATEGIES RISK ASSESSMENT 
Crown funds are not effectively used as some customers 
may use the service to re-litigate already resolved 
scenarios. 

The training and skills of the GCCRS brokers to close 
these types of claims early will assist in mitigating this 
risk. 

Low (but Medium if 
many customers try to 
take advantage of the 
opportunity to re-litigate). 

Operational preparedness at MBIE (GCCRS), EQC and 
Southern Response. 

The new GCCRS is similar to the Residential Advisory 
Service (RAS) with many of the same resources and 
systems being utilised across the entities involved. 

Low as there are not 
many significant new 
operational procedures. 

Crown entity alignment at MBIE (GCCRS), EQC and 
Southern Response. 

Strong alignment and goodwill exists amongst the three 
Crown entities involved with GCCRS. 

Low  

Engineering Advisory Group (EAG) purpose and 
functions. 

The EAG’s purpose and functions are well understood 
and accepted across the 3 Crown entities. 

Low 

Scope of the new GCCRS service. There will be no customers excluded from the service 
and there will be a ‘no wrong door’ philosophy.  

Low 

Customer expectations may not be satisfied if they do 
not receive the outcome they believe they are entitled to. 

The communications strategy and broker fact sheets 
should be careful not to over-promise (especially 
relating to on-sold properties). 

Low 

Lack of performance metrics and reporting 
consistency. 

Performance metrics and reporting outputs need to be 
agreed and clearly documented as soon as possible.  
The reporting needs to be centralised, clearly defined, 
consistent and shared with all the entities involved. 

Low 

Funding of the GCCRS to the end of June 2019 and then 
thereafter. 

A funding agreement is being finalised between the 
three Crown entities.  MBIE (in consultation with 
Treasury) will report back as part of the Budget 2019 
process on the future funding requirements. 

Low 

Private insurer involvement with the GCCRS post 
establishment. 

Private insurers could be included as an integrated part 
of the GCCRS on pre-determined GCCRS terms (in line 
with the standards agreed between the Crown entities). 

Low  
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