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Trust your instincts  

Recent home visits by contractors working for Programmed 

Facility Management (PFM) quickly became emergency 

situations. Looking back, it’s clear to see the actions taken by 

our contractors helped to save the lives of two elderly tenants.

In the first case, PFM contractor Adam Hagger arrived at a 

property to scope a Warm and Dry intervention. When he 

arrived, the first thing he noticed was the elderly tenant looking 

very unwell. 

Adam asked her if she was okay and whether she wanted water, 

was on any medical plan or was receiving home care help.

“She was getting very short of breath, going pale and breaking 

into a sweat,” Adam says. At that point he knew she needed 

medical assistance. 

He advised the tenant he was going to call for help, but says she 

insisted she was okay. 

However, his gut instinct told him otherwise. “I felt she was in a 

really bad way which could have dire consequences,” Adam says. 

Within 10 minutes a paramedic had arrived and worked 

to stabilise the tenant. 

The paramedic confirmed what Adam had suspected – that the 

tenant’s situation was life threatening. An ambulance was called 

and Adam says he waited until it arrived. 

Adam says he’s glad he took immediate action to get urgent 

medical assistance for the tenant. “She thanked me and I said it 

was the very least I could do in the circumstances,” Adam says.

Quick thinking by another PFM contractor, also helped 

to save the life of an elderly Housing New Zealand tenant.

When contractor Lee Parkman arrived to carry out a Warm and 

Dry scope, he says things just didn’t look or feel right. Lee says 

he immediately phoned Tenancy Manager Kathryn Duckett and 

soon after his call both Kathryn and Senior Tenancy Manager 

Tina Hughes arrived at the property. As they were knocking 

on the door, they could hear the tenant calling out for help.

Lee says Kathryn and Lisa asked him to gain entry, which he did by 

smashing a window in the door. While Lee cleaned up the glass 

and boarded up the door, Kathryn and Lisa supported the tenant, 

who was lying on the floor in really bad shape.

“The tenant had been on the floor for some time but wasn’t in 

any pain and didn’t think any bones were broken.” An ambulance 

was called and the three of them continued to support the tenant 

while he was prepped for his journey to hospital. 

Lee says he sees the actions he took on that day in August as 

all in a day’s work as a Housing New Zealand maintenance 

contractor. “If things don’t feel quite right, they usually aren’t, 

so don’t be afraid to back yourself to do the right thing,” Lee says.

Thank you, Adam and Lee – we really appreciate what you did 

to help our tenants.

PFM contractors Lee Parkman (left) and Adam Hagger (right)
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Hello from the Editor

Welcome to the spring edition of Contractor Connect. We have 

much to update you on, including the recent policy changes to 

lead paint removal, and in our Fast Facts section we outline our 

key achievements for the 2016/17 financial year.

We also celebrate the great work and fast thinking of our 

Performance Based Maintenance Contractors with some truly 

inspiring stories of how contractors went above and beyond for 

our tenants.

It has been very satisfying this year to hear from our tenants and 

staU about the great work our contractors do each and every day. 

There are high levels of respect and appreciation for the work that 

is carried out, and this is most evident when we experience a crisis.

In the aftermath of the Kaikoura earthquake and during the 

flooding in Wellington and Whakatane, it was wonderful to hear 

of the lengths our contractors went to in helping people in need. 

This ranged from responding to urgent callouts, and sandbagging 

a tenant’s home, to oUering words of assurance, and making an 

emergency call when needed.

Without you we simply could not maintain the 63,000 homes 

we own, or oUer our current level of service. So thank you for the 

hard work you do and the times you go the extra mile to ensure we 

can provide safe, warm, dry and healthy homes for our tenants.

Finally, as 2017 winds down, we look ahead to 2018, which 

will see Housing New Zealand operating under a Labour/New 

Zealand First/Greens coalition government. With any new 

government come new opportunities and we look forward to 

working with Government to achieve the best possible outcomes 

for our tenants.

On behalf of Housing New Zealand, I wish you all a very Merry 

Christmas and a safe holiday season. We look forward to working 

with you again in 2018.

Angela Pearce

National Maintenance 

& Upgrade Manager

From South Africa to the South

With a trades shortage in the south, Dunedin Housing 

Maintenance Contractors (DHMC) had been advertising 

locally for a carpenter with little success.

Then DHMC Operations Manager Gerry O’Connell remembered 

that earlier in the year an electrical contractor had made contact 

on behalf of his South African nephew, Nicolas Osborne. A self-

employed carpenter, Nicolas was keen to permanently relocate 

his family to New Zealand.

Very quickly emails were exchanged between Gerry and Nicolas, 

followed by an interview over Skype. 

Gerry says he knew immediately that Nicolas would fit in really 

well with the existing DHMC team. Soon after, DHMC made 

Nicolas a verbal oUer of a position as a carpenter. 

Then the immigration process began. DHMC completed the 

required paperwork including confirming they had advertised 

for a carpenter in New Zealand without success. 

When approval from Immigration was received, DHMC provided 

Nicolas with a written employment contract, which he quickly 

accepted. Flights were also booked to New Zealand.

Nicolas has been with DHMC for six weeks and is thoroughly 

enjoying the change of culture and the new opportunities New 

Zealand oUers. Although his wife and young family have not 

arrived in New Zealand, Nicolas says he is settling in really well 

and enjoying the varied work he gets to do on Housing New 

Zealand properties.

Gerry says Nicolas is a great asset to the DHMC team 

and both parties are extremely happy with the outcome.

ON THE JOB: Nicolas Osborne



ISSUE 7 |  SPRING 2017

3

Steps to take when removing flaky paint that may contain lead

To ensure the health and safety of contractors and our tenants, 

Housing New Zealand issued the HS-214 Paint Containing Lead 

policy on 5 September 2017. 

Below are the highlights from the policy, which comes into eUect 

on 1 December 2017. 

Our contractors will already be aware of many of these 

precautions, as most were part of the previous Housing 

New Zealand policy.

Test

Test for lead at any property built before 1997.

• Record the results on the HS-314 Lead Identification Form; 

this form must remain on site regardless of the result.

Plan

Plan the removal and decide on the management technique. 

• Record the plan on the HS-315 Lead Removal Control Plan 

(unless the works are minor).

Preparation

The preparation, clean-up and clearance activities should 

be undertaken in accordance with AS 4361.2. 

Make sure

Ensure only permitted methods are used for removal. These are:

• wet scraping

• chemical strippers

• wet hand sanding

• low-temperature heat gun processes under 200°C

• dry power sanding with an HEPA attachment (see the HS-214 

policy for additional requirements for this method)

• replacement of material or removal of entire item.

Techniques that must not be used at HNZ properties are:

• blow torches (direct flame)

• hot air blower

• infra red (recessed flame)

• dry hand sanding

• water blasting

• abrasive blasting.

When finishing 

When the lead paint removal is completed, clearance 

certification must be provided via the HS-315 Lead Removal 

Control Plan Part B. 

Health and wellbeing

Workers who undertake lead removal activities must receive 

medical surveillance, including the monitoring of lead levels in blood. 

Scoring high with health and safety

Congratulations to Responsive Maintenance Limited and Dunedin 

Housing Maintenance Contractors Ltd, who have shown significant 

increases in their recently completed Impac PREQUAL scores. 

• Responsive Maintenance Limited: 40% increase

• Dunedin Housing Maintenance Contractors Ltd: 23% increase

Well done to all those involved!
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Home safely

Spencer Henshaw is collaborating with WorkSafe NZ to appeal 

to their Pacific (exterior painting and decorating) contractors 

through a new health and safety initiative called Puataunofo 

Come Home Safely.

Puataunofo Come Home Safely aims to raise awareness of health 

and safety issues, reduce workplace injuries, and inform the 

Pacific workforce on health and safety practices and standards. 

The workshops, designed primarily for companies with large 

Pacific workforces, work with contractors and workers from a 

cultural perspective and encourage discussions and questions 

relating to health and safety.

So far, 140 subcontractors have been through the programme 

and have given WorkSafe NZ positive feedback about it.

Spencer Henshaw’s first workshop was a success and prompted 

worthwhile safety discussions about a range of life situations – 

not just work!

Here’s some of the feedback they received from their 

exterior painters: 

“The site safety was a very helpful reminder of how life depends 

on the conditions at our workplace and how to keep others safe 

as well. If we see someone is not doing things right, tell them 

and put it right. We all learnt quite a bit and thank you for your 

programme.” 

“The Puataunofo workshop was very informative and it helped 

as a reminder of how little shortcuts and oversights can have 

detrimental eUects on our work life and personal lives.  

To summarise my time at the workshop, I felt it was a shock 

and awe moment, a wake-up call to change my mindset and 

definitely change how to do and approach what I do in the 

future for my safety and everyone around me.”

Unlocking potential

Giving people, both young and old, a career pathway into the 

growing world of locksmithing is the aim of Auckland Lock Services.

Auckland Lock Services has always had one to two apprentices 

at any one time, with two at present and another budgeted for in 

the new year.

While people don’t often dream of being a locksmith, manager 

Debra Clarke says the profession oUers a range of opportunities.

“People who go into this profession love a challenge and finding 

out how things work. It’s also a very satisfying job, as you often 

get to help someone when they’re in a distressing situation, such 

as being locked out of their home or car.

“The expansion of our business into alarms and security is 

exciting and oUers opportunities for people who are technology 

savvy, as so much of what we do now can be technically 

challenging.”

An apprenticeship with Auckland Lock Services features 

on-the-job training and support, along with the chance 

to be fully qualified within four years.

Apprentices also undertake an NZQA-accredited course through 

Competenz and are followed by an accredited in-house assessor, 

who checks all their work.

“We take great pride in seeing the apprentices through to 

completion and it’s so rewarding to present them with their 

completed certificates,” says Debra.

CONGRATULATIONS: Auckland Lock Services apprentice Hamish receiving 

his certificate of completion
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2,865
Driveway safety interventions.

16,168 homes in total since the programme began.

$474m
Spent on maintaining, upgrading 
and improving homes.

25,000
Warm and dry upgrades.

In late 2014/15 we began a Warm and Dry 

programme. Since then more than 25,000 

of our homes have been upgraded through 

this programme to our Warm and Dry standard, 

which includes thermal curtains, a fixed heating 

source in the living area, mechanical ventilation 

and carpet where appropriate. 

Volume 2016/17 2015/16

Urgent health & safety requests 113,963 122,266

Urgent responsive work orders 135,988 89,136

General work orders 199,354 191,738

Unoccupied properties 6,890 6,369

450,000
Responsive repairs; over 10% 
more than last year.

34-Day Avg.
Turnaround time between tenancies

This has increased our occupancy rate from 96% 

to 97.2%, which means we have housed 2,000 

more people than a year ago.

Housing New Zealand: fast facts! 
2016/17- our performance at a glance
In our last edition, we mentioned our next issue would include some of our key results for the last financial year. 

We have all worked together to achieve these great results for our tenants. Here’s a snapshot: 
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Performance Based Maintenance Contractor regions
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Team eUort houses mum of two

Just three months ago Natasha Purea was boarding with a friend, 

hoping that someday soon she would have a home for her two kids.

Now she is living in a refurbished two-bedroom house in 

Meadowbank, thanks to the hard work of Housing New Zealand 

contractors and the Housing New Zealand Void Programme 

in Auckland.

“When I found out a home was available, I was stoked 

and couldn’t wait to move in,” says Natasha.

Programmed Facility Management (PFM) was charged 

with getting the house up to lettable standard, and contracted 

MD Construction, Rapid Rubbish and DNS Maintenance Ltd 

to carry out the work.

However, when PFM Supervisor Randall Watkins arrived to scope 

the property, he was presented with not only a home requiring 

considerable work but also a garden that closely resembled a jungle.

 

“When I went out to scope the backyard and meet the tenants 

I couldn’t find them, as the backyard was so overgrown. If you 

were Tarzan you’d be happy, but it was totally out of control.”

This meant a big job for the team at Rapid Rubbish, who removed 

more than two skips full of rubbish before they could begin to 

clear and tidy the garden.

“We made sure we left the fruit trees, but many of the trees had 

to go as we knew the garden needed to be usable for tenants, 

particularly if they had kids,” says Randall.

The team at MD Construction tackled the interior work, 

refurbishing the entire house including paintwork, carpeting 

and lino, and refreshing joinery and bathrooms, while DNS 

Maintenance Ltd carried out the electrical upgrades and Harvey 

Furnishings supplied the thermal curtains.

The bad weather posed further problems for the team – constant 

rain flooded the section during the process and, only an hour 

before Natasha was meant to move in, a roof leak in the second 

bedroom caused delays with the laying of the carpet. However, 

a swift response from the PFM team meant the roof leak was fixed 

and the carpet laid on time for Natasha to move in as planned.

When she walked into the refurbished house, Natasha couldn’t 

believe her eyes.  

“It was a huge shock as the house looked totally diUerent. 

When I originally saw it there was no carpet and the garden 

was all overgrown. They did a really good job.

“It’s a great house. It’s warm, especially with the new carpets 

and curtains, and the kids enjoy the garden. I’m really happy.”

For the PFM Team, the best part of the project was delivering 

a great-looking house for a family in need, and doing it in 10 

calendar days, well within the 14-day timeframe.

TEAM EFFORT: (Clockwise from top left) Happy tenant Natasha Purea, with 
contractors Tim Holmes from Rapid Rubbish, Mautinoa Galu and El-Amarna 
Fata from MD Construction, PFM Supervisor Randall Watkins and Housing 
New Zealand Void Specialist Evelyn Ireland

BEFORE: It’s a jungle out there (left); An interior in need of refurbishment (right)

AFTER: A usable outdoor space for kids to play (left); The refreshed living 
room (right).
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What is the Auckland Void Programme?

The Auckland Void Programme team was created to support 

an agreement Housing New Zealand made with the Ministry 

of Social Development (MSD) to house people on the social 

housing register.

The longer properties are left vacant, due to work needing to be 

done, the longer a family or person in need is waiting for a home. 

The programme aims to reduce the time taken to get a home 

back to lettable standard. 

We needed dedicated staU to make this happen. Nine existing staU 

were recruited to look after the ten Auckland area oqces and after 

several weeks’ training they began in earnest on 29 May.

PBMCs are crucial

It became apparent immediately that the relationship between 

the Performance Based Maintenance Contractors (PBMCs), of 

which there are three in the Auckland area, PFM, Spotless and 

SHL, was pivotal in achieving the new turnaround time.  

Making it work: what we did

1) A three work order system was implemented, which saw the 

work traditionally undertaken while a property was vacant spread 

across the pre-vacancy, vacant and re-let phase.

2) Joint scoping between the void specialist and the representative 

from the PBMC ensured sound and pragmatic decision-making 

to meet the timeframe without compromising the quality.

Kicking goals

Since ‘go-live’, the Void Programme has been on a continuous 

trajectory of success. Regular meetings held with the Void 

Programme team and the PBMC scopers/supervisors saw best 

practice developed and introduced across the programme. 

Currently all ten Auckland oqces are under the 15 calendar day 

turnaround time, demonstrating that the three PBMCs have met 

the target. This is a truly fantastic result and proves the agility of 

Housing New Zealand PBMCs to respond to the programme. 

Gearing up for Christmas giving

Our PBMC contractors and trades recognise that Christmas is a 

time when many of our families in HNZ homes do it tough, and 

they look for ways to help out. 

Spencer Henshaw is getting ready for Christmas giving, with staU 

busily shopping for children’s gifts and food to make up hampers 

for vulnerable Auckland and North Auckland families.

The wrapped gifts and food hampers will be delivered to Housing 

New Zealand to give out to families in need.

Last year Spencer Henshaw donated 40 food hampers and over 

120 children’s gifts, worth $10,000, to families in four Housing 

New Zealand regions.

Comment from Kylie Ringrose, PFM Operations Manager

“We are extremely proud of all the e2orts made by the PFM 

team and our awesome, dedicated crew of hard-working 

contractors. It’s exceptionally heart-felt and rewarding for all of 

us to receive words of gratitude and appreciation for a job well 

done, especially from Natasha and her children. Even though 

we’re faced with unexpected obstacles at times and work in 

strict timeframes, we just power through it, focusing on the end 

goal to get the job done.  

At the end of the day, we all have the same common goal, 

which is to provide a healthy, warm and safe home for our 

families in need. I truly believe that our success begins with 

building a mutual trust with the HNZ team and subcontractors, 

along with respect for each other, team collaboration, 

commitment and a shared vision.”

CHRISTMAS GIVING: Spencer Henshaw 2016
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Finishing with a flourish

As you know, we end every issue of Contractor Connect on a high note. Here’s just a small sampling of the positive feedback 

received by our Customer Support Centre about work recently done by our maintenance contractors

Spencer Henshaw Ltd

Job

Fallen tree, Auckland 

Tenant feedback

Tenant who is hearing impaired called to say thank you to the tradesmen who 

attended. She is very pleased with the work they carried out and wanted to pass on her 

thanks to the trades involved.

Switched On Group

Job

Work required on tree at the property, Christchurch

Tenant feedback

Tenant called to say the contractor had very good communication skills, was very 

polite and accommodating and so eqcient.

Programmed Facility Management NZ Ltd

Job

Remove wet walls to replace shower mixer and pipe work in behind wall, 

Wellington / Hutt Valley

Tenant feedback

Tenant would like to compliment both contractors who did the job. They were 

very friendly and polite and did a fantastic job.
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More next issue!

Prestige Ltd

Job

Supply and install electric hot water cylinder, East Coast / Hawkes Bay

Tenant feedback

Tenant called to say plumber and electrician that did the installation were both very 

polite and respectful and did a wonderful job.

Switched on Group

Job

Installation of hard wired smoke alarm, Christchurch

Tenant feedback

Contractor explained how the hard-wired alarm worked. He knew what he was doing, 

answered all of my questions, did a great job, and was prompt even though it was raining. 

Responsive Maintenance Ltd

Job

Repairs to damaged wall, Bay of Plenty

Tenant feedback

Tenant called to acknowledge the tradesman who attended and did the job at 

the property. The job was ‘perfect’, he was very tidy and did an excellent job.

Spencer Henshaw Ltd

Job

Installation of an extractor fan (bathroom) and range hood (kitchen), 

Northland

Tenant feedback

Both trades were helpful, polite and also cleaned up after themselves  

and wanted to say thank you. 


