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Introduction by Natalie Burton 

 
Kia ora tātou, 
 
This document sets out the decisions made on the proposed Home Ownership Products change proposal, following careful consideration of the 
feedback received during the consultation period. 
 
I would like to take this opportunity to thank everyone who made a submission on the proposed change. Overall, we received 30 submissions (29 
individual and 1 group submission) which were thoughtful, valuable, and well-reasoned. Overall, the feedback showed our teams understanding of 
the funding environment and how cessation of key products would impact the size of the team. The feedback received showed an understanding of 
the need for change following changes to key products the team administers, but also raised some concerns about particular aspects of the change 
proposal particularly the consultation process, resourcing and potential risks resulting from the proposal. 
 
I have read and given much consideration to the all the questions, comments and feedback put forward throughout this process. Your feedback has 
informed the final decisions I have made, and you will see some of this feedback reflected in these decisions.  
 
I would also like to take the opportunity to thank you also for your continued professionalism during what many people will find to be a challenging 
period. I continue to encourage you to access the support available to you as we move through the implementation of the decisions set out in this 
document. 
 
Ngā mihi 
 

 
 

Natalie Burton 
Director – Practice and Customer Contact 
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Context 

Our role 

The role of the Home Ownership Products (HOP) Team is to help aspiring buyers into home ownership who would not otherwise be able to purchase 
a first home. This is done by administering financial products on behalf of the Government.  The team provides a national customer interface for 
products, working directly with customers, banking partners and delivery partners to support customers to access financial products through a range 
of supports, programmes and initiatives to applicants all over New Zealand. 

The products administered by the team include: 

• First Home Grant 

• KiwiSaver first-home Withdrawal for previous homeowners 

• KiwiBuild 

• First Home Partner 

• First Home Loan 

• Kāinga Whenua 

• Axis Series homes 

• New Zealand Defence Force Eligibility 

• Tenant Home Ownership Grant  

• Residential Earthquake-Prone Building Financial Assistance Scheme. 

Funding for the products and their administration is provided through appropriated funding, meaning that funding is subject to successful budget bid 
processes, which Government decides. Furthermore, the policy settings typically rest with policy arms of Ministry of Housing and Urban 
Development (HUD) and Ministry of Business, Innovation and Employment (MBIE).  

This creates a dynamic operating environment for the HOP team in Kāinga Ora who then need to adapt to changes. In recent years, this has led to 
significant growth in the team in response to emerging products and changing parameters. The team has responded by adding new teams and roles 
somewhat sporadically in response to manage workload, but this has driven siloed and transactional processes, span of control challenges and sub-
optimal working experiences for our people. 
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In September 2023, the HOP team was consulted on a change proposal to reorganise the team in a way that would provide a better operating model 
that would provide: 

• a better working experience for our people 

• a more customer-centric approach for applicants that took a holistic approach across products. 

In August 2023, changes to the policy settings for one of our key financial products, First Home Partner, quickly saw a rise in volume, and the scheme 
was fully subscribed by the end of September 2023.  

The change proposal was put on hold until there could be greater certainty in funding. 
 

Why the need for a change process? 

Cessation of key products 
The Government has recently announced some changes to some of the products the HOP team administers, which will have a material impact on the 
team. These changes include cessation of: 
• Earthquake-Prone Building Scheme  
• KiwiBuild 
• First Home Grant 
 
This follows the winding-down of the First Home Partner scheme that was fully subscribed in September last year.  
 
We are operating within a tight fiscal environment, and it is the Government’s intention to re-prioritise this funding towards social housing.  While 
there will be ongoing compliance requirements for some of these products, Kāinga Ora will no longer be funded for the current number of team 
members, and we will need to reduce the size of the team as a result. 
 
We also have an obligation to ensure we organ se ourselves as efficiently and effectively as possible, while making sure we have adequate capacity in 
the right places to meet current and future demands. This might mean we need to stop doing some things or consider doing some things differently 
moving forward. 
 
Customer-centric operating model 
We know that a number of home ownership customers have accessed more than one product to achieve their first home purchase.  Because the 
team has grown sporadically in response to products as they have emerged, each product has established its own application process. This means 
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that the team's function in silos, and customers must submit multiple applications, and deal with multiple team members which is both inefficient 
and does not offer a good customer experience. 
 
There is opportunity to apply these learnings and reset the team to better accommodate new products and changes in policy and establish an 
operating model that will enable a single application process across products.  
 
Furthermore, a customer-centric operating model places customers at the heart and recognises different customers may need differing levels of 
support to progress their application. A tiered approach to delivering customer-centric ways of working will also help future-proof the team's 
operating model. 
 

Key outcomes sought 

The following key outcomes have remained front of mind when considering feedback and making the final decisions. 

• A team size and structure that will be able deliver the remaining home ownership functions within the reduced funding available 

• An operating model that will: 

• maximise the customer experience  

• be more efficient whilst balancing Service Level Agreement (SLA) requirements with appropriate workloads 

• Future proof the team to best respond to future changes in products and policy settings  
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Consultation  

On 20 June 2024, we commenced consultation with you to seek your views on the proposed changes for the Home Ownership Products team. 
Feedback on this proposal was sought over a two-week period. We also ran weekly drop-in FAQ sessions for people to ask questions and seek 
clarification on the proposal.  
 
We received 30 submissions of feedback (comprised of 29 individual submissions and one group submission).  

 

Feedback consideration 

In reviewing the feedback and making final decisions, clarification and input was also sought from Jason Lovell, Manager - Home Ownership 
Products. There has also been follow up conversations where further explanation and clarification on feedback was sought. 
 
There was a range of feedback including general comments on the proposed structure as well as more specific feedback relating to the proposed 
teams, resourcing and some specific roles. 
 
As you read through the change decision document, you will see where we have considered feedback and, in many cases, made changes to the 
proposal as a result. 
 
The change decision document outlines the confirmed structure changes and decisions, feedback themes and responses, a summary of what you 
said about the proposal and the organisation structure charts and positions impacts. 
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Current structure – Home Ownership Products  
The organisational chart shows the current positions in the Home Ownership Products group. 
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Confirmed structure – Home Ownership Products 
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