
  

The foundation from which
we stand strong, together

Toka Tū Ake EQC has adopted a new name to better represent

the role our scheme plays in supporting New Zealanders.

Our new name reflects the whakapapa of our nation.

Our land is constantly changing from earthquakes, volcanic 

eruptions, landslips and floods. Communities have lived alongside 

those perils for hundreds of years, and Māori have always believed 

the relationship and connection of people to land and nature is 

inseparable.

Toka: (noun) rock, large stone, boulder

Tū: (verb) to stand, take place, set in place, establish

Ake: (particle) to raise upwards 
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Rahu River, Victoria Forest Park, NZ
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Toka Tū Ake EQC Performance Dashboard - September 2023

Our dashboard explained

Our dashboard provides a monthly snapshot of Toka Tū Ake | EQC progress across its operational spectrum as well as how we are 
tracking in relation to the performance measures in our Statement of Performance Expectations 2023-24.
Below is a summary of each section. 

Section 1 - Statement of Performance Expectations (SoPE) measures - monthly monitoring

This section shows progress across those SoPE measures that can be measured on a monthly or quarterly basis. The results are cumulative year-
to-date results with a traffic light system used to indicate proximity of actual performance to expected performance. The Statement of 
Performance Expectations 2023-2024 is one of our public accountability documents which can be found on our website: 

https://www.eqc.govt.nz/our-publications/statement-of-performance-expectations-2023-2024/

Section 2 - Canterbury* (Output 1.1)

This section tracks the progress of outstanding claims arising from the Canterbury sequence of earthquakes 2010-11 ('Canterbury') including 
claims Toka Tū Ake is managing on behalf of Southern Response. It shows how many claims have been reopened (inflow), how many claims 
have been resolved during the month (resolved), and how many remain open (on hand). We also profile our remaining on hand claims by age, 
complexity, and reopen reason. This section also provides visibility on our progress to resolve claims in dispute (claims subject to legal 
proceedings or other dispute resolution pathways). 

*The published report made publicly available excludes a section on Kaikōura. This is excluded due to commercially sensitive insurer data.

Government on-sold support package

This sub-section outlines our progress in the delivery of the Government on-sold support package, on behalf of the Government, to support 
owners of on-sold over cap properties in Canterbury to access financial help to have their homes repaired.

Section 3 - Claims relating to natural hazard events (excluding Canterbury & Kaikōura) (Outputs 1.2 and 1.3)

This section covers all claims to the scheme that are not related to the 2010-11 Canterbury earthquake sequence and the 2016 Kaikōura 
earthquake. Here, we track our claims management progress by how many we have received during the month (inflow), how many we have 
settled in the month (resolved), and how many remain open (on hand). The measures in this section address the timeliness, quality and cost of 
claims resolution for all other events.

There are two output classes in this section for this financial year. Output class 1.2 excludes claims relating to the Upper North Island weather 
events of January and February 2023, which are reported separately under Output class 1.3.

The data in this section is organised by the type of natural disaster damage for which a claim may be lodged (namely earthquake, landslip, flood 
or storm damage). In this section we also profile our remaining on hand claims by damage type and age.

Claims subject to management under the Natural Disaster Response Model (NDRM)

Section 3 includes reporting, at an aggregate level, of claims managed by our private insurer partners under the NDRM from 30 June 2021 
onwards. Under the NDRM, homeowners now lodge their disaster claim directly with our insurer partners who manage the settlement process 
on behalf of Toka Tū Ake ('Insurer Managed').

Note: Toka Tū Ake continues to directly manage a small number of historical claims ('Toka Tū Ake EQC Managed') that pre-date the NDRM.

Section 4 - Resilience (Outputs 2.1 and 2.2)

This section monitors progression of the Toka Tū Ake contribution to reducing risk and building resilience to natural hazards in 
New Zealand through collaboration and sharing information with New Zealanders and other agencies.

Output 2.1 focuses on how well our resilience programme is facilitating improved analysis and public understanding of natural hazard risk. 
Output 2.2 is focused on innovating through technology to enhance loss modelling and public understanding of natural hazard risk.  

To measure the quality of information we provide, we seek feedback to understand its value to our stakeholders. We also measure the impact 
activities have on the number of New Zealanders who are taking action to prepare for natural hazard events. The section also monitors the 
perceptions of key stakeholders around the quality and relevance of the outputs of our investment in research (usefulness, useability and use), 
our contribution to building resilience to natural hazards and the quality of our partnering in these areas. Monitoring also includes the public's 
perception of how we are doing with enhancing public understanding of natural hazard risk and our influence on the public to take action to 
reduce this risk. Reporting on progress occurs on a quarterly basis.

Section 5 - Homeowner Focus (subsets of Outputs 1.1-3)

This section monitors the quality of our homeowner focus through homeowners’ satisfaction with their interactions with Toka Tū Ake.
There are three key strands to our homeowner focus metrics:

• 'Service Quality' of their overall claims experience and, for Canterbury homeowners, reflection on their most recent experien ce;

• 'Timeliness and quality of Complaints Resolution'; and

• 'Enduring settlements'.

The large majority** of homeowner satisfaction surveys are conducted on our behalf by InMoment,  who survey homeowners on our behalf 
every fortnight. 
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Our dashboard explained (cont.)

Section 5 - Homeowner Focus (subsets of Outputs 1.1-3) cont.
Homeowner satisfaction results are now reported by month the homeowner was surveyed, previously reporting was based on month claim 
closed ie. there is now no lag in our reporting on homeowner satisfaction results as was the case in previous financial years .
This section also summarises the volume of customer contacts through our primary channels of phone, email or post and customer satisfaction 
with the service provided by our Contact Centre. 
**We also survey homeowners involved in our Government on-sold support package. Our survey agent for this is Kantar Public.

Section 6 - Media

This section monitors the volume and sentiment of Toka Tū Ake media coverage and what's driving that coverage. We also report on the 
sentiment of coverage across four themes: Natural Hazards; Insurance; Readiness; and Risk Reduction and Resilience. Social media reporting 
will eventually be reintroduced in this financial year.

Section 7 - Official Information Act (OIA) Requests

This section monitors the number of OIAs we have received, completed and have remaining on hand at the end of the month. Our OIAs are 
divided into two types:  those in which our customers’ request information and/or supportive information from us on their claim (Customer 
OIA); and OIA requests that relate directly to Toka Tū Ake and/or operational activities (Organisational OIAs). Our compliance rate for both 
request types is monitored and reported here.

This section also provides a visibility each month of any notices of investigation into a complaint received by the Ombudsman as well as visibility 
of the volume of requests received to draft a response for the Minister's Office.

Section 8 - Data Protection

This section provides a monthly update on Toka Tū Ake compliance matters, in particular, the severity and nature of reported privacy breaches 
as well as any emerging themes.

Section 9 - Our People

This section tracks the Toka Tū Ake average annual leave balance, sick leave usage and annualised turnover, compares them to the 
corresponding Public Service average and provides visibility on what's influencing our averages and annualised turnover rate. This section also 
provides a view on headcount movement overlayed by claim population movement and a broad profile of our workforce , which is updated on a 
quarterly basis.

Sequence of footnotes (why do some footnotes appear to be missing?)

The footnotes included in our dashboard, and the numbering of these, are taken directly from our Statement of Performance Expectations 
2023-2024 (SOPE 2023-2024) to ensure our dashboard is aligned to SOPE 2023-2024. There are some footnotes contained within our SOPE 
2023-2024 that are not relevant to our dashboard and are therefore not included. For example, this applies to footnotes 1 -4, which is why the 
footnote numbering begins from 5 onwards.

Is there any information we exclude from the dashboard before we make it publicly available?

Yes there is. Before the dashboard is made publicly available we exclude a section on Kaikōura. This section is excluded due to commercially 
sensitive insurer data.
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Performance measures

Ref Measure Target
YTD

Result

Deliver the following milestones for loss 

modelling:

• Implement new earthquake fragility models

 in PRUE20

• Deliver exposure assessment capability for

 tsunami (building only) and rainfall induced

 landslip

2.2.2

A Business Case for Stage 2 of the Natural

Hazards Portal is costed and presented to the

Toka Tū Ake EQC Board. as
 p

e
r

m
ile

st
o

n
e

s

Binary

measure

2.2.1
Binary

measure

as
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e
r

m
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o
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s

In the FYTD, performance against SM 2.2.1 is tracking 
in line with expected performance required to meet 

target within FY23-24.

Output 2.2: Innovating through technology to enhance loss modelling and public understanding of natural hazard risk

Progress - Year to Date

Following the successful soft launch of the Natural Hazards 

Portal in July, feedback from both the public and our 

stakeholders has been overwhelmingly positive, with over 

19,600 users having accessed the site. The average 

engagement time is around 6 minutes per user, while 15% 

of visitors to the Portal download an EQCover claims PDF 

document. The functionality of the Portal is intended to be 

enhanced in subsequent stages, with a second business 

case to be delivered to the Board in the first half of 2024.

Toka Tū Ake EQC Performance Dashboard - September 2023

Section 1 - Statement of Performance Expectation measures - monthly monitoring (cont.)

Output Two - Resilience

20PRUE is our loss model based on the RiskScape® risk modelling software developed by GNS and NIWA. 

Result not available
for the month

Key:
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Ensuring capacity and readiness for an event

Ref Measure Target
YTD

Result

4.1

Document and present to the Board the lessons 

learned from the 2023 Upper North Island 

weather events

as per 

measure

4.2

NDRM insurers attest they have surge plans to 

support the NDRM to respond to a natural hazard 

event with up to 100,000 homeowner claims

as per 

measure

4.3

Toka Tū Ake EQC and NDRM insurers further 

develop the NDRM’s efficiency and effectiveness 

as a claims model by completing projects in the 

approved implementation plan22

as per 

measure

4.4
New Zealanders have increasing trust and 

confidence in Toka Tū Ake EQC

as per 

measure

Annual

measure

On Track, A preferred supplier from the All of Government 

consultancy services panel has been selected to deliver this 

work with support from Toka Tū Ake. A staged approach is being 

taken  for the review with immediate insights being presented in 

mid-November 2023 along with a recommended plan for Stage 

2. Stage 2 is a more detailed look at the insights from Stage 1, 

culminating in a report on findings by 30 April 2024. Lessons will 

be presented to the Board by June 2024.

The result for this measure is based on the annual Public 

Sector Reputation Index Report. We expect to report on the 

headline result in our Jun-24 report. 

Toka Tū Ake EQC Performance Dashboard - September 2023

Section 1 - Statement of Performance Expectation measures - monthly monitoring (cont.)

Output Four: Readiness for an event

Attestation will form part of the Insurer’s annual assurance 

reporting, which next takes place in June 2024. At a headline 

level, the Insurer Engagement Workplan (IEW) remains ON 

TRACK. In total there are eight projects included in the IEW for 

FY23-24. All are now in-flight with no material delays noted 

against any of the critical project workstreams. 

Progress - Year to Date

Readiness is about ensuring Toka Tū Ake EQC and its partners have the right capability and capacity in place to support

New Zealanders, should we be required to respond to an event today. We do this by maximising the effectiveness of our 

NDRM, running scenario exercises, planning for business continuity and identifying areas for improvement. The National 

Reference Group provides us with invaluable perspectives and input into this work. 

Result not available
for the month

Key:

22The approved implementation plan will outline projects and initiatives that will develop the NDRM. The plan will also include any issues identified for action through the
NDRM assurance framework. 
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Toka Tū Ake EQC Performance Dashboard - September 2023

Section 4 - Resilience

Progress summary
On our Resilience Three Year Priorities

Coordinated & targeted
Research investment

Across the quarter to 30 September 2023:

Progression of the Natural Hazards Portal (Portal)

• The Natural Hazards Portal was successfully launched on 26 July following

Board approval. This first stage gives users the ability to geospatially view

our Toka Tū Ake natural hazard claims data to better understand previous

natural hazard events in specific areas.

• Since its launch, feedback from both the public and our stakeholders has

been overwhelmingly positive, with over 19,600 users having accessed the site. The average engagement time is

around 6 minutes per user, while 15% of visitors to the Portal download an EQCover claims PDF document.

• The functionality of the Portal is intended to be enhanced in subsequent stages, with a second business case to be

delivered to the Board in the first half of 2024.

A renewed focus on the strategic value of
Data and information

Click on the image above
to find out more about

how we work to reduce risk
and build resilience 

Across the quarter to 30 September 2023:

• 6 new research contracts commenced and 4 were completed.

• The contestable round for the Biennial Grants 2024 began in July 2023. We received

80 applications, 25 of which were invited to submit a full proposal. We are expecting

to fund ~16 new research projects in January 2024.

• Our new research project: “Ka mate kāinga tahi, ka ora kāinga rua: legal barriers and

obligations in improving Māori access to dwelling insurance” has commenced and is

aligned with the delivery of our Te Ao Māori strategy.

• Development of the National Liquefaction Model continues. A workshop will be held in October 2023 with the Project

Steering Group (including members from Toka Tū Ake EQC, GNS Science, MfE, MBIE, University of California, Aon and

Environment Canterbury), peer reviewers, and Tonkin & Taylor to discuss the proposed concept design for the National

Liquefaction Model.

Click on the image above
to find out more about

funded projects on the go 

 IN CONFIDENCE-COMMERCIAL

  



Toka Tū Ake EQC Performance Dashboard - September 2023

Section 4 - Resilience (cont.)

Accelerating the synthesis &
Translation of research outputs

Across the quarter to 30 September 2023:

• As part of our science communication webinar series we had one seminar on “Story telling for science

communications”, which was attended by approximately 60 people. The panel included Ceridwyn Roberts, Julian

Thomson and Toka Tū Ake Māori senior communication advisor Hema Wihongi.

• A review of the Natural Hazards portal model was undertaken by our research partners from Massey University. This

has delivered important findings relating to behavioural theory that will inform the ongoing development of our

Natural Hazards Portal.

Public Education
measures to raise public awareness

Survey results for the quarter to 30 September 2023 and FY23-24 year to date results: 

Percentage who,

say that they thought about potential risks of natural 
hazards when buying or looking to buy a property.

Target >75%, Q1 result 89%, FYTD23-24 result 89%

Percentage who,

 are aware they can take action to make their homes 
safer and stronger for disaster events.

Target >60%, Q1 result 72%, FYTD23-24 result 72%

Percentage who,

where possible, have taken action as home owners on 
any of the six key preparedness actions promoted by 

Toka Tū Ake EQC.

Target >55%, Q1 result 61%, FYTD23-24 result 61%

Q1

89%
result

n=212

Q2

-%
result

Q4

-%
result

Q3

-%
result

FY23-24

89%
result

n=212

Q1

61%
result

n=596

Q2

-%
result

Q4

-%
result

Q3

-%
result

FY23-24

61%
result

n=596

Q1

72%
result

n=1,005

Q2

-%
result

Q4

-%
result

Q3

-%
result

FY23-24

72%
result

n=1,005

Across the quarter to 30 September 2023:

• A further three years of Public Education sponsorship have been confirmed for long-standing partner Te
Papa Tongarewa. The sponsorship will continue a number of existing initiatives while also enabling the
creation of some exciting new pieces of work – including a touring exhibition focused on natural hazard
risk and community resilience.

• Three workshops have been held to kick off the process of redeveloping the Toka Tū Ake Public
Education Strategy. The workshops featured ideas and input from internal and external contributors and
will now be followed by smaller focus groups.

• Our After Quake ‘Double Take’ campaign rolled out to the public following the earthquake centred near
Geraldine on Wednesday 20 September. The campaign is designed to utilise the window of opportunity
presented by strongly or widely felt earthquakes to inspire risk reduction actions. Other campaign
material has also been in-market recently, including our home buyers material and Make Your Place
Quake Safe content.

Click the image
above to view our
Quake Safe Guide
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Section 4 - Resilience (cont.)

Our goal: Central and local government; private insurers; key research platforms

Across the quarter to 30 September 2023

• We have continued to support the Ministry for the Environment with the

development of a National Policy Statement for natural hazards management.

This has involved drafting and delivering an initial ‘strawperson’ to MfE.

• We supported the NZ Planning Institute in developing position statements on the various RMA reforms.

• We actively participated in the annual QuakeCore conference, providing a presentation on our ‘Risk Tolerance

Framework' and the 'Natural Hazards Portal'.

• We reviewed the slope stability guidance for the NZ Geotechnical Society.

• We continue to support university planning courses, having undertaken a 2-day lecture series at University of

Canterbury. Another session will be undertaken at Otago University in the next quarter.

• We continue to sponsor the New Zealand Lifelines Council. Sponsorship arrangements will be reviewed this year to

evaluate future requirements.

Developing reciprocal
Partnerships

We survey key stakeholders on an annual basis to ascertain perceptions around:

• the quality and relevance of the outputs of Toka Tū Ake EQC's investment in research

(SOPE measure 2.1.1)

• the contribution to driving progress in resilience to natural hazards; and the quality of our partnering

(SOPE measure 2.1.2)

We also survey the public on a quarterly basis to see how we're doing with enhancing the public's understanding of 

natural hazard risk and risk reduction activity undertaken (SOPE 2.1.3). Please refer to Public Education section above for 

a summary of results which now include Q1 results.

Perceptions of Toka Tū Ake EQC
Surveying of key stakeholders (annual) and the general public (quarterly)
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