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Executive Summary 

Introduction 
This report explores the experiences and observations of businesspeople in the Queenstown 

Lakes District with regard to labour and skills shortages. These views were gathered through a 

comprehensive survey of business leaders in the area. The survey will inform the development 

of a workforce strategy.  

The survey was undertaken over December 2015, via the online Survey Monkey platform. 323 

responses were received, of which 287 were from employers of one or more staff. This group 

formed the core of the analysis. 

Questions in the survey included a mixture of closed response and open-ended response 

questions. Issues explored included extent of labour and skills shortages, key sectors and 

occupations where shortages are experienced, perceived drivers of labour and skills shortages, 

impacts on businesses, and potential solutions.  

Key findings 

Extent of labour and skills shortages 

It is clear that labour and skills shortages are a reality for a large majority of businesses based in 

the Queenstown Lakes district. Data from this survey show that 86% experienced shortages in 

the last 12 months, and only 9% expected that they won’t have shortages in the next 12 

months.  

Experience of labour and skills shortages tends to increase with business size; but a majority of 

businesses of all sizes reported labour and skills shortages in the past 12 months. 

The lack of sufficient suitably qualified locally based staff means that Queenstown Lakes 

employers must also rely on hiring and retaining employees from overseas. Of those employers 

who reported experiencing shortages, 85% hired or tried to hire staff who were not New 

Zealand citizens or permanent residents in the last 12 months 

Long-term or permanent roles are particularly difficult to fill. Some 48% of employers who 

experienced shortages in the last 12 months reported that they have most difficulty in filling 

long-term/permanent roles. A further 40% reported that they have difficulty with filling both 

long term and short term roles. Only 12% reported having difficulty filling only short term roles.  

Approximately half of businesses (51%) reported experiencing staff shortages year round, not 

just in peak summer or winter seasons. Labour shortages were much more of an issue during 

summer season (November to February) than the winter ski season. 

Barriers to hiring staff 

Businesses were asked in separate questions about the issues that they faced in employing New 

Zealand/permanent residents and staff from overseas. Their responses to these questions 
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showed that common barriers to employing staff, whether they are from New Zealand or 

overseas were: 

 The lack of suitably qualified or skilled staff 

 Shortages of affordable accommodation 

 Shortages of suitable housing options (such as apartments, smaller houses or hostels). 

In terms of issues specific to hiring New Zealand staff, businesses also highlighted that a lack of 

language skills and lack of flexibility to work outside standard hours were of concern. 

It terms of issues specific to hiring and retaining non-New Zealand staff, businesses raised 

concerns about the delays or difficulties in obtaining work visas and delays or difficulties in 

extending work visas. There was also a commonly expressed concern about the high compliance 

cost or time investment required by employers in visa applications. 

Impacts of labour and skills shortages 

Labour and skills shortages clearly impact across many aspects of businesses, both in activities 

of the businesses themselves, and on the people within the business (owners, management, 

and general staff).  

In terms of how labour shortages are impacting on businesses, a high proportion of survey 

participants indicated that the increased workload on them personally is a key challenge: this 

was indicated as a ‘moderate’ or ‘significant’ challenge by 89% of respondents. Many are clearly 

under pressure, faced with the day-to-day challenge of trying to operate commercially viable 

businesses as best they can with limited staff levels. This is on top of the ongoing challenges of 

hiring and recruitment such as advertising, interviewing and visa processing; managing future 

workflow; and developing new strategies to attract and retain more staff.  

Staff shortages meant that these businesses not only struggle to focus and plan for future 

business development and growth, but some were also turning down current work 

opportunities.  

Other impacts of staff shortages noted by survey participants included: 

 Contributing to increasing staff turnover  

 Ability to complete work to schedule  

 Stress and low morale of employees  

 Incurring higher wage and salary costs  

 Costs of employing non-residents, including advertising and visa processing 

 Impacts of employing people without necessary skills levels (including time investment 

for training, productivity lags and customer service). 

Taken together, these issues have implications for the viability of individual businesses, as well 

as for constraining the growth of the local and national economy. 
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Potential solutions to address labour and skills shortages 

Businesses were asked about a range of potential solutions to these issues, both in terms of 

what they themselves could do as well as what actions central and local government, and 

business representative organisations, could take. 

Business solutions 

In terms of potential solutions that businesses could adopt to address labour and workforce 

shortages, notable themes included hiring and retention strategies, such as raising wages and 

salaries for existing staff (82%), training and development (77%), support with visa applications 

(76%), offering above market rates for new staff (61%), and utilising networks for staff 

recruitment (60%).  

When given an opportunity to suggest other solutions through open-ended questions, 

businesses’ suggestions included: changing how business is done to reflect limited labour 

supply, including productivity improvements and re-orienting business activity around staff; 

offering development pathways within businesses; accommodation provision and support; 

working with educational providers; sourcing from outside the region; transporting workers; 

flexible working hours; and staff reward schemes.  

Central and local government solutions 

Key actions identified for central and local government reflected the current reliance on non-

New Zealand workers, as well as concerns about the current accommodation shortages. The 

five most highly ranked responses were for central and local government to:  

 Reduce eligibility restrictions on work visas in regions with skills shortages  

 Increase the speed of visa processing 

 Help with building lower cost accommodation 

 Help with building a better range of accommodation choices for workers 

 Reduce eligibility on work visas in general 

Other responses directly suggested by participants included supporting wage increases to cover 

cost of living (such as through tax credits), and to work with education providers to develop 

language skills, apprenticeship options and to better match employer workforce needs. 

Business representative organisations’ solutions 

Business representative organisations were seen to be important vehicles for sharing success 

stories, such as through local networking and other events. An ongoing role was seen for these 

organisations in advocacy to government, and linking with education providers. 

 

 

 

 

 



7 

 

Acknowledgements 
 

Grateful thanks are extended to the many business people in the Queenstown Lakes District 

who participated in this survey. The authors are also grateful to Ann Lockhart of Queenstown 

Chamber of Commerce and Dr Natalie Jackson for their comprehensive feedback in the design 

stages of this research, and for the Chamber’s leadership in seeking feedback from local 

businesses. 

The research was commissioned by the AKE Hub at Massey University, and funded by 

Queenstown Chamber of Commerce.  

 

  



8 

 

1. Background and purpose of this survey 
 

The Queenstown Lakes District is experiencing sustained labour and skills shortages, which are 

impacting on the capacity of local businesses and the lives of people in the district. This report 

explores the experiences and observations of businesspeople in the Queenstown Lakes District, 

which were gathered through a comprehensive survey of business leaders in the area. 

The research will inform the development of a workforce strategy for the district. The survey 

was undertaken in December 2015.  

In this report, we focus on the following issues: 

 Approach to the survey  

 Profile of business respondents 

 Extent of labour and skills shortages in the District 

 Key barriers to employing people  

 Impacts of labour and skills shortages 

 Businesses’ responses to labour and skills shortages 

 Proposed policy and service responses to labour and skills shortages 

This review was undertaken by Dr Adrian Field and Gerardene Gooder of 

Dovetail Consulting Ltd. 
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2. Method 

Survey development and distribution 

The survey was developed through consultation with staff from the Queenstown Chamber of 

Commerce, and Dr Natalie Jackson, in November 2015.  

Surveys were distributed via the Survey Monkey online platform in early December 2015. 

Survey participants were identified from the Queenstown Chamber of Commerce’s database, 

together with that of the Queenstown Regional Tourism Organisation (Destination 

Queenstown), and other business associations in the district. 

Questions in the survey included a mixture of open-ended and closed response questions.  

Three reminders were sent to survey participants. 

Response rates 

In total, 323 responses were received, of which 287 were from employers of one or more staff. 

These 287 responses formed the core of the analysis dataset for this survey.  

Because the invitations to complete the survey were sent directly from multiple mailing lists of 

local organisations, and responses were anonymous, it is not possible to calculate the exact 

response rate.  

However, based on information provided about the size of the mailing lists, it can be reasonably 

estimated that the survey was completed by some 35% to 45% of eligible businesses in the 

district, and should therefore be considered reasonably representative of issues facing 

employers in the district. This reflects well against online surveys generally, where response 

rates of only 20% are commonplace.  

Survey analysis 

The survey responses were analysed using a mix of frequency and cross-tabulations for closed 

response questions, and qualitative thematic analysis for most open-ended questions. Two 

open-ended questions sought information on industry sectors and occupation types, and these 

were categorised using the New Zealand Standard Industry Classifications (NZSIC) index and the 

New Zealand Standard Occupational Classifications (NZSOC) index respectively. 

For certain questions relating to the relationship between labour/skills outcome variables and 

industry sectors and business sizes, statistical analyses were undertaken. Statistical tests that 

were used in the analysis depending on the type of variable and the number of responses. 

These were primarily Chi-square tests for cross-tabulations, and also included ranked ANOVA 

and Cramer’s V. Analyses were undertaken using StatWing statistical software. 

For the purposes of this analysis, a conservative approach is adopted where relationships are 

only reported where significance levels to level of p<0.01 are obtained. 
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3. Profile of responding businesses 
 

The survey had a strong level of response from businesses who employed one or more staff. Of 

the 323 initial responses to the survey, 89% were employers of one or more staff. This group 

formed the core group of respondents who were asked questions regarding their experiences 

and views of labour and skills shortages. 

Industry sectors 

Employers were asked to indicate which industry their business is in. The responses indicate 

that a very broad cross-section of industry sectors participated in the survey. The most common 

responses, detailed in Figure 1 below were: 

 Accommodation and food services (31%), which includes hotels, restaurants and cafes 

 Administrative and support services (23%), which includes travel and tourism, and 

employment services 

 Retail trade (13%) 

 Professional, scientific and technical services (7%), which includes engineering and 

architectural consulting and design, management consulting, and accountancy services 

 Construction services (6%) 

Figure 1: Industry sectors of respondents 

 

0.4% 

0.7% 

0.7% 

0.7% 

1.1% 

1.5% 

1.5% 

1.5% 

1.9% 
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L Rental, Hiring and Real Estate Services

S Other Services

Q Health Care and Social Assistance

E Construction

M Professional, Scientific and Technical Services

G Retail Trade

N Administrative and Support Services

H Accommodation and Food Services

N=267 
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Where possible, these were classified into more detailed industry sub-categories. The six 

leading industry sub-categories were: 

 Food and Beverage Services (22%) 

 Travel and Tourism (21%) 

 Accommodation (6%) 

 Medical and Other Health Care Services (2.6%) 

 Cafes and Restaurants (2.3%) 

 Real Estate Services (2.3%) 

A detailed list of all sub-sectors can be found in Appendix 1. 

Business roles and experience 

Those participating in the survey were generally senior in their organisations and had been 

based in their businesses for a considerable period of time. This indicates that respondents 

generally know their businesses well and the factors that drove labour and skills shortages. 

Figure 2 below shows that more than 60% of respondents were either CEOs (1.9%), owners 

(41%) or in a senior role in their organisations (19%, such as general manager or operations 

managers). 

 

Figure 2: Role in business 

 

Some 84% of respondents had been in their business for more than two years; 21% had been in 

the business for two to five years, and 63% for five years or more (Figure 3). 
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Figure 3: Length of time in business 
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4. Extent of labour and skills shortages in businesses 

Experience of labour and skills shortages 
Labour and skills shortages are clearly widespread among businesses in the Queenstown Lakes 

District. Some 86% of respondents reported experiencing labour or skills shortages in the past 

12 months (Figure 4). 

Figure 4: Businesses experiencing labour and skills shortages in the past 12 months 

 

Between 80% and 100% of respondents from all sectors indicated that they had experienced 

labour and skills shortages; the four sectors that were recorded at lower than 80% were 

transport, postal and warehousing; rental, hiring and real estate services; education and 

training; and health care and social assistance sectors (p<0.0001).  

Expectations of labour and skills shortages 

Notably, when asked if they expected to have labour and skills shortages in the next 12 months, 

72% said they expected shortages, 19% were unsure and only 9% did not expect shortages 

(Figure 5). 

Figure 5: Businesses expecting labour skills or shortages in the next 12 months 
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N=246 
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N=214 
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Larger businesses were more likely to experience labour and skills shortages in the past year, 

and to expect shortages in the year to come. Between 84% and 100% of businesses with 5 or 

more employees had experienced labour shortages, compared to only 65% of businesses with 

fewer than 5 employees (p<0.001). Similar patterns were observed for expectations of labour 

and skills shortages in the next 12 months (Table 1). 

 

Table 1: Experience and expectations of labour shortages by business size 

Number of employees 1-4 5 - 9 10 - 19 20 - 49 50 - 99 100 or 
more 

Experienced shortages in past 12 
months 

65% 94% 84% 89% 100% 94% 

Expecting shortages in next 12 
months 

48% 71% 73% 77% 94% 88% 

 

Current and needed level of staffing 

Survey participants were asked to indicate the number of full-time equivalent employees (FTEs) 

currently in their business, and the number they needed to be operating most effectively. The 

average FTEs currently in these businesses was 29.3, compared to an ideal average of 30.9, 

indicating a shortfall of 5% between current and ideal. These results are grouped and further 

detailed in Table 2 below. 

Table 2: Estimated current and needed number of employees (FTEs) 

Number of employees (FTEs) Estimated current  Estimated needed for 
optimal activity 

1-4 employees 19% 18% 

5-9 employees 26% 20% 

10-19 employees 21% 24% 

20-49 employees 19% 22% 

50-99 employees 8% 8% 

100 or more employees 7% 7% 

Average overall 29.3 employees 30.9 employees 

Overall gap between current and ideal 5.5%  

 

Number of positions advertised 

Businesses are clearly working actively to recruit people to their businesses. Employers were 

asked to indicate the number of FTEs that they had advertised in the past 12 months. On 

average, 13 positions per respondent were advertised, detailed further below (Figure 6). 
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Figure 6: Number of full-time equivalent positions advertised 

 

Higher levels of advertising (ten or more) occurred among administrative and support services; 

accommodation and food services; construction; retail trade; and education and training 

sectors (p<0.0001). 

 

Areas of labour and skills shortages 

Labour and skills shortages are felt across a wide range of occupations. As indicated in Figure 7 

below, the occupational areas that respondents indicated having the most difficulty recruiting 

or retaining staff were chefs (mentioned by 25% of respondents), sales assistants (17%), 

commercial housekeepers (11%), managers (8%) and waiters (8%).  

This is an area where beyond the top five categories of responses, a ‘long tail’ of responses 

exists where a very wide range of other occupational roles were also mentioned as being 

difficult to fill. A further 11 roles were each mentioned by between 2% and 8% of respondents 

(also detailed in Figure 7), and another 68 occupational categories were each mentioned by less 

than 2% of responses. This further underlines the breadth of labour and skills shortages in the 

district. The full list of occupational categories where shortages were indicated is detailed in 

Appendix 2. 
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Figure 7: Most commonly noted areas of occupational shortages 

 

Note: This was a multiple response question therefore totals overall exceed 100%. 

Average time to fill positions that are difficult to recruit or retain 

Survey respondents were asked to indicate how long on average it takes to fill these positions in 

their business. The responses indicate three broad groupings: one-third where it takes one 

month or less (31%); one-third where it takes one to two months (34%); and one-third where it 

takes two months or more (36%) (Figure 8). 

Figure 8: Average time for key positions to be filled 

 

Industry sectors that tended to take the longest to fill positions (more than two months) were 

construction; accommodation and food services; information, media and telecommunications; 

professional, scientific and technical services; health care and social assistance; and other 

services (p<0.01). 
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Short-term and long-term staff 

Survey respondents reported difficulty filling both short-term/seasonal and in particular 

permanent/long-term work in their businesses. Almost half (48%) indicated that employing 

long-term staff was most difficult, and 40% indicated both short-term and long-term positions. 

Just 12% identified short-term roles alone (Figure 9). 

A key challenge identified with filling long term roles was often because of the lack of locally 

based staff and a subsequent reliance on overseas staff who either can’t stay on in these roles 

easily (given visa restrictions) or who don’t want to stay on for longer term roles (as their goal is 

to work and travel rather than settling in New Zealand). Hiring staff from within New Zealand 

and relocating them to Queenstown for long-term positions was not seen as a viable solution 

for some respondents, given the current accommodation issues. As some respondents noted in 

response to open-ended questions: 

“The key issue is that there is a shortage of long term employees.”  

“The lack of New Zealand applicants is very disappointing and it would be great if this 

could be addressed. Feedback I've received from potential New Zealand applicants is 

that it is too expensive to live in Queenstown and there is nowhere for them to live if 

they could afford to move here.” 

 

Figure 9: Difficulty filling long-term and/or short-term roles in businesses  

 

 

Seasonal shortages 

Labour and skills shortages are experienced year-round for many employers, as well as 

seasonally. Half of survey participants indicated they experience labour or skills shortages 

throughout the year (51%). Seasonal shortages are highest in the summer, with 31% indicating 

November-December and 35% indicating January-February. Shortages tend to be lowest in the 

winter months (Figure 10). 
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Figure 10: Times of year typically experiencing labour or skills shortages 

 

Note: This was a multiple response question therefore totals overall exceed 100% 

 

5. Perceived drivers of labour and skills shortages 
Businesses were asked separate questions about the issues that they faced in employing New 

Zealand citizens/permanent residents and staff from overseas in order to understand issues 

specific to each group.  

Barriers to employing New Zealand citizens/permanent residents 

Survey respondents were asked about a range of issues and the extent to which, in the last 12 

months, these issues made it difficult to employ people with New Zealand citizenship or 

residency. Potential responses range from 1 meaning never an issue to 4 meaning a recurring 

issue. Four issues emerged as most pressing (Figure 11): 

 Lack of applicants with required skills or qualifications (79% identifying this as a 

recurring issue and 14% saying occasional issue) 

 Shortage of affordable housing for staff (59% identifying this as a recurring issue and 

25% saying occasional issue) 

 Lack of applicants in general (67% identifying this as a recurring issue and 14% saying 

occasional issue) 

 Shortage of suitable housing options for staff (54% identifying this as a recurring issue 

and 26% saying occasional issue). 

Of the remaining issues, three (unwillingness to stay for a long period, wage or salary demands, 

and investment required to train staff) were raised as at least an occasional issue by between 

54% and 50% of respondents to this question.  

Wage and salary demands by New Zealand staff was more commonly reported as an occasional 

or recurring issue (70% or more) by manufacturing; wholesale trade; financial and insurance 
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services; rental, hiring and real estate services; retail trade; transport, postal and warehousing; 

administrative and support services (p<0.0001). 

 

Figure 11: Barriers to employing people with New Zealand citizenship or residency 

 

When survey participants were given the opportunity to suggest any ‘other’ issues to hiring 

New Zealanders, housing regularly emerged in qualitative responses as a key issue, which 

compounded other issues such as lack of skills: 

“For us language skills are so difficult to find in passports holders and [permanent 

residents] don't live down south. There are the odd Auckland based applicants who 

might move if housing was more affordable.” 

 “We are looking to attract high skilled/qualified staff, the shortage of suitable long term 

(non-seasonal) accommodation is the largest barrier. The local rental market focuses on 

short term/holiday rentals at higher costs. There is little availability of accommodation 

for which a family can set up a home.”  

“Rental rates and the cost of housing in relation to the wage rates is putting employees 

under stress.” 
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In addition, some pointed to the lack of flexibility of New Zealanders to work outside standard 

working hours: 

“We get very few New Zealanders applying, and those that do will not work evenings, 

weekends, or early mornings!”  

Some qualitative responses also raised issues with regard to getting suitably qualified drivers, 

for trucks and especially shuttles; the current cost and time of getting P endorsements for staff 

drivers’ licences being of particular concern. 

 

Barriers to employing non-New Zealand citizens or residents 
Businesses are very reliant on hiring people who are not New Zealand citizens or permanent 

residents. Some 85% indicated that in the last 12 months they had either hired, or had tried to 

hire staff who are not New Zealand citizens, or who are not holders of New Zealand permanent 

residency. Only 15% had not done so. 

Five factors emerged as key issues in employing staff who are not New Zealand citizens (Figure 

12): 

 Shortage of affordable housing for staff (52% identifying this as a recurring issue and 

29% saying occasional issue) 

 Shortage of suitable housing options for staff (e.g. smaller/larger houses, hostels or 

apartments) (47% identifying this as a recurring issue and 31% saying occasional issue) 

 Delays or difficulties in obtaining work visas (48% identifying this as a recurring issue 

and 27% saying occasional issue) 

 Delays or difficulties in extending work visas (46% identifying this as a recurring issue 

and 27% saying occasional issue) 

 Lack of applicants with required skills or qualifications (42% identifying this as a 

recurring issue and 34% saying occasional issue) 

Of the remaining issues, four (lack of applicants with qualifications recognised in New Zealand, 

compliance costs of obtaining visas, lack of applicants in general, and delays in police checks) 

were raised as at least an occasional issue by between 58% and 64% of respondents to this 

question. Other responses were less common and are detailed in Figure 12 below.  
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Figure 12: Barriers to hiring people who are not New Zealand citizens or permanent residents 

 

Employing non-New Zealand staff is in part a consequence of insufficient local recruits, but as 

many respondents indicated in response to open-ended questions, hiring non-New Zealand 

staff has its own challenges: 

“We have been 'forced', because of a lack of applicants, into employing non New 

Zealanders with temporary visas and lately many of these have been restricted by only 

being allowed to work for the same employer for three months. Then we either lose 
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application for an Essential Skills Work Visa which is time consuming and onerous.”  

“Immigration seem to change the rules, of what is required, which is frustrating as you 

don’t know this until you lodge an application.” 
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 Businesses with more than 20 employees were more likely to report losing staff, 

after they have received their residency, as an occasional or recurring issue than 

24% 

20% 

15% 

14% 

14% 

13% 

15% 

12% 

8% 

6% 

4% 

4% 

3% 

3% 

27% 

28% 

39% 

34% 

26% 

20% 

21% 

21% 

25% 

18% 

17% 

16% 

11% 

10% 

33% 

23% 

32% 

34% 

34% 

34% 

36% 

27% 

33% 

34% 

27% 

27% 

31% 

29% 

12% 

18% 

13% 

15% 

16% 

24% 

27% 

35% 

31% 

42% 

46% 

48% 

47% 

52% 

4% 

11% 

2% 

4% 

10% 

10% 

2% 

5% 

3% 

1% 

5% 

5% 

8% 

6% 

0% 20% 40% 60% 80% 100%

Minimum working hours requirements

Losing staff after they have received their residency

Wage or salary demands

Level of investment required to train staff

Delays in health checks

Delays in police checks

Lack of applicants in general

Compliance costs of obtaining visas (e.g. amount of
employer time spent on visa applications)

Lack of applicants with qualifications recognised in
New Zealand

Lack of applicants with required skills or
qualifications

Delays or difficulties in extending work visas

Delays or difficulties in obtaining work visas

Shortage of suitable housing options for staff (e.g.
smaller/larger houses, hostels or apartments)

Shortage of affordable housing for staff

1 Never an issue 2 Rarely an issue 3 Occasional issueN=171 



22 

 

smaller businesses. This was raised by 64% of businesses with 20-49 staff, 50% of 

businesses with 50 to 100 staff and 80% of businesses with 100 or more staff. 

Fewer than 30% of smaller businesses reported this as an occasional or recurring 

issue (p<0.001).  

 Businesses with more than 20 employees reported delays in police checks as an 

occasional or recurring issue more frequently than smaller businesses. This was 

raised by 75% of businesses with 20-49 staff, 83% of businesses with 50 to 100 staff 

and 93% of businesses with 100 or more staff. Fewer than 50% of smaller 

businesses reported this as an occasional or recurring issue (p<0.001). A similar 

relationship was observed for health check delays. 

 Services that were more likely to see lack of skills or qualifications of non-New 

Zealand staff as an occasional or recurring issue were construction; wholesale 

trade; accommodation and food services; transport, postal and warehousing; 

rental, hiring and real estate services; and health care and social assistance sectors.  

 Sectors that reported this less often than average (i.e. under 70%) were 

manufacturing; electrical services; financial and insurance services; professional, 

scientific and technical services; administrative and support services; and arts and 

recreation services (p<0.0001). 
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6. Impacts of labour and skills shortages 

General patterns 

Labour and skills shortages clearly impact across many aspects of businesses, both in the 

activities of the businesses themselves, and on the people within the business. 

To explore this issue, survey respondents were asked about a range of impacts of labour and 

skills shortages and the extent to which these were a feature of their businesses. Potential 

responses range from 1 meaning no challenge at all to 4 meaning a significant challenge. 

From the survey respondents’ point of view (themselves generally owners or senior 

management in their businesses), the most common impact appears to be on the increasing 

workload on management: almost two-thirds (64%) said this was a significant challenge, and a 

further 25% said it was a moderate challenge (Figure 13).  

Of a similar scale of impact was meeting the needs of customers or clients, with 40% seeing this 

as a significant challenge and 47% seeing this as a moderate challenge. 

Figure 13: Impact of labour or skills challenges 

 

A range of other impacts were also notable: 

 Contributing to increasing staff turnover (42% indicating significant challenge and 31% 

indicating moderate challenge) 

 Ability to complete work to schedule (32% indicating significant challenge and 43% 

indicating moderate challenge) 

 Stress and low morale of employees (28% indicating significant challenge and 40% 

indicating moderate challenge) 
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 Incurring higher wage and salary costs (32% indicating significant challenge and 30% 

indicating moderate challenge). 

Other issues that were independently highlighted by respondents included: 

 Constraining business growth (9 responses, or 4.6% of respondents to this question) 

and the strain on the business as a whole (4 responses, or 2.1%); this is discussed in 

detail below. 

 Costs of having to employ non-residents, including visa administration, advertising, and 

turnover costs such as recruitment and retraining costs (8 responses, or 4.1%): 

“The cost of advertising and recruitment in money and time especially when a suitable 

person is already on staff and need to advertise their role in order to apply for visa 

extension etc.”  

 The cost of having to employ people who don't have required skill levels (5 responses, 

or 2.6%): 

“Less than perfect customer service. Issues such as increased food wastage, extended 

work hours because of low skill level - people need more time to complete tasks.” 

Other issues, each cited by 1 or 2 respondents were succession planning issues, transport costs 

and risk of injury from overworked staff. 

 

Management workload and business growth 

In terms of how labour shortages are impacting on businesses, many survey participants felt 

that the increased workload on them personally is a major challenge – they are the ones who 

are having to work out day-to-day how to run businesses on skeleton staff, to deal with visa 

processing requirements, advertising, interviewing, hiring, managing workflow, and developing 

new strategies to attract and retain more staff. Qualitative responses to open-ended questions 

especially highlighted these issues: 

“It’s a perpetual cycle. The more the staff are over-worked and we are short staffed, the 

less time we (management) can spend on growing the business in order to be able to 

increase staff. We have huge capacity for growth but can't grow as we can't find enough 

staff.”  

“It is proving difficult to expand as we would wish due to the skills shortage” 

“The stress on management and those staff we have is increasing by the year. We 

endeavour to keep professional and keep our standards high for our customers but 

somewhere down the line things will come undone!” 

“Have had to work a lot more hours myself. Bugger.”  
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Staff shortages meant that these businesses not only struggle to focus and plan for future 

business development and growth, but some were also turning down current work 

opportunities.  

Taken together, the quantitative and qualitative responses indicate that the current labour 

shortage is having marked commercial impacts on many Queenstown businesses. On a day-to-

day basis businesses have increased operational costs and constrained revenue from: 

 Ongoing advertising, hiring and recruitment costs required to employ staff 

 Increased wages required to attract some staff 

 Not being able to operate at maximum efficiency 

 Not being able to have fully trained/qualified staff do the work  

 Inability to take measures to increase revenue to cover these costs as there are 

insufficient staff to take on the extra work.  

“There is an increase in operating expenses as our production can't operate at maximum 

efficiency to meet client demands - we don't have adequate staff numbers with flexible 

work schedules” 

Importantly, these issues have implications not only for the viability of individual businesses but 

also broader implications for local and national impacts, such as under-optimised employment 

levels; collection of taxes and GST, and potentially reputational damage as a result of 

compromised service delivery. 

“[There is a risk of] providing poor service due to lack of staff which impacts on 

reputation of area.”  

“We cannot run trips to capacity up from September to December due to a lack of 

appropriately qualified staff and we also have to limit our numbers due to a lack of P 

class drivers.”  

“We have to refuse contracts due to lack of qualified staff.” 

 

Sector patterns 

Some sector patterns were observed among the suggested impacts: 

 Management workload was a moderate or significant challenge for almost all industry 

sectors. Those sectors where all respondents saw it as a moderate or significant 

challenge were electrical services; transport, postal and warehousing; information, 

media and telecommunications; education and training; health care and social 

assistance; and arts and recreation services. Sectors that reported it at these levels less 

often (i.e. under 70%) were manufacturing and financial and insurance services. 

(p<0.0001) 
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 Meeting customer needs was also a moderate or significant challenge for almost all 

sectors. Sectors that reported it at these levels less often (i.e. under 70%) were 

manufacturing; financial and insurance services; and education and training (p<0.0001).  

 For staff turnover, higher than average levels of moderate or significant challenge were 

reported among the wholesale trade; retail trade; accommodation and food services; 

transport, postal and warehousing; administrative and support services; and health care 

and social assistance sectors (p<0.0001). 

 For higher wage costs, sectors that recorded higher than average levels of moderate or 

significant challenge were construction; accommodation and food services; transport, 

postal and warehousing; administrative and support services; and health care and social 

assistance (p<0.0001). 

 For completing work to schedule, sectors that recorded higher than average levels of 

moderate or significant challenge were electricity, gas, water and waste services; 

construction services; accommodation and food services; health care and social 

assistance sectors; and arts and recreation services sectors (p<0.0001) 
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7. Businesses’ own solutions to labour and skills shortages 

Business sector solutions to labour and skills shortages 
Very nearly all businesses experiencing labour and skills shortages were taking steps to respond 

to or deal with these issues. It is clear however that many may perceive their actions to have 

limited long-term impact, as 72% of all survey participants expected to have labour and skills 

shortages in the next 12 months.  

In terms of actions to respond to current shortages, more than three-quarters of respondents 

undertook at least one of the following in the previous 12 months (Figure 14): 

 Raising wages and salaries for existing staff (82%) 

 Providing training and development to existing staff (77%) 

 Support staff members, or potential staff members, with visa applications (76%). 

More than half of respondents undertook at least one of the following: 

 Paying above market rates for new staff (61%) 

 Utilising networks or new avenues to attract staff (60%) 

 Holding events for staff (53%) 

 Offering promotions or specialist roles for staff (51%). 

Approximately one in five businesses offered staff support with accommodation (21%) or 

worked with other employers at complementary times of the year (18%). 

Figure 14: Steps taken in response to labour or skills shortages 
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A further 11% of employers had other responses to labour and skills shortages, which included: 

 Rewards, gifts and incentives to staff (4 responses or 2.1%), such as anniversary 

rewards; bonus incentives such as ski passes/bike passes; recognising staff who go 

above requirements 

“Big focus on signing all staff up to service IQ qualifications to ensure well trained and 

morale high. Staff incentives in summer for going above and beyond like coming in on 

days off” 

 Managing pressures between businesses (3 responses or 1.6%)%); approaches included 

using branches of the company to offer staff alternative seasonal employment; and 

attracting regional and international staff to move 

“Our business is managed out of Auckland, we have put in more store visits this year to 

retain key staff.” 

 Transporting workers from near and far (including Wellington) (2 responses or 1.0%) 

 Increasing management workload (2 responses or 1.0%) 

 Agency recruitment, improving productivity, or increased flexibility of working hours (1 

response each, or 0.5%). 

Businesses were also asked directly about the extent to which they would be willing to pay 

more than they currently do to attract staff. The results indicate some degree of willingness, 

with 56% saying reasonably willing and 8% saying very willing (Figure 15). However, clearly not 

all businesses are able to simply raise wages. 

Figure 15: Willingness to pay more than currently to attract staff 
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Responses by businesses not experiencing labour and skills shortages 

In order to explore strategies that have been proven to work in addressing labour and skills 

shortages, businesses who had indicated that they had not experienced labour and skills 

shortages (comprising 14% of respondents) were asked to outline through an open-ended 

question what measures they had taken that may have addressed this issue. Responses 

received included: 

 Planned recruitment strategies (21%), including approaching trained personnel from 

other businesses, recruiting ahead of need, keeping CVs on file 

“Planned forward for known busy periods. Better scheduled work load.” 

 Longer term contracts or career pathways (14%) 

“Allowing previous staff to up-skill and move through the company, replacing them with 

new staff in entry level position.” 

 Source staff from outside region or via secondary or tertiary providers (10%) 

“Good recruitment, getting managers from out of the area” 

 Managing work demands around staff, rather than vice versa (10%), such as through 

increased flexibility of working hours 

“We only take on enough work that we can handle.” 

“Make sure to offer a proper job (enough hours) with proper wages to make it feasible 

for staff to pay their way in Wanaka. We fit the work around available staff, not the 

other way around.” 

 Other (17%), including assisting with visa sponsorship; providing staff accommodation, 

and providing incentives for short term employees. 
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8. Potential policy and service solutions 

Solutions sought from central and local government  
Labour and skills shortages are not seen as an historic or short-term issue. As noted earlier, 

some 72% of respondents expected labour or skills shortages in the year ahead.  

Businesses were asked to rank a series of potential policy or service responses by central or 

local government to labour and skills shortages. Ten issues were put forward, and respondents 

were able to arrange these in the order of most important to least important (Figure 16).  

Figure 16: Potential policy or services responses to labour and skills shortages (ranked order of preferences) 

 

As can be seen from the five most highly ranked responses, addressing visa processing and 

requirement issues as well as accommodation cost and shortages were seen as of greatest 
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 Help with building lower cost accommodation 

 Help with building a better range of accommodation choices for workers 

 Reduce eligibility on work visas in general 

Businesses were also offered the opportunity to suggest other potential solutions. Responses 

included the following:  

 Accommodation initiatives (9%), including capped rents; more affordable 

accommodation options; more long-term accommodation options; preventing people 

buying and not using houses for most of year; employers support to provide 

accommodation; and dedicated areas for seasonal workers) 

 Working with education providers (6%), including work with second and third level 

education providers to develop language skills; ensure skills and qualifications match 

labour force needs; develop more apprenticeship options; and co-ordinate gateway 

programmes 

 Change visa requirements (6%), including to drop the requirement to advertise 

positions of employees to extend visas; provide a general Queenstown visa instead of 

for specific employers; increase age limit; remove 30 hour minimum requirements; and 

introduce bridging visas for applicants while visa is being processed 

 Improve visa processing (2.8%), including faster police checks  

 Attract long-term/New Zealand residents to area (2.4%) 

 Increase range of skilled migrant roles (1.9%) 

 Increase length of work visas (1.9%) 

 Support wage increases (1.9%), such as tax credits and lower taxes 

 Reduce time for passenger endorsements on drivers’ licenses (0.9%). 

 

Possible approaches for business representative organisations  

As a final question, respondents were asked to suggest approaches business representative 

organisations could adopt to help address skills and labour shortages. More than half supported 

advocacy to central and local government (58%) (Figure 17). There was also support by almost 

half to promoting work opportunities to training establishments in the region (47%) and 

networking events (45%). 



32 

 

Figure 17: Approaches business representative organisations could adopt to help address labour and skills shortages 

 

When asked for other possible solutions, responses included that business representative 

organisations could help by: developing accommodation initiatives, sharing success stories of 

addressing labour and skills shortages (each with 3 responses or 1.4%), and working with 

education providers (2 responses or 0.9%). 
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government over last two years and nothing is moving forward.” 
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9. Conclusions 
 

This survey highlights that labour and skills shortages are commonly experienced by 

Queenstown Lakes district businesses, across multiple sectors and in businesses of varying size. 

Those taking part in the survey were well placed to give insightful feedback regarding labour 

issues in the area, with most working inside their current business for more than two years. 

The experience of labour and skills shortages occurs for many throughout the year, and not just 

in seasonal peaks, and affects short-term and especially long-term staff. 

There were a range of common factors, including the local housing market and a reliance on 

overseas staff, given the local shortage of labour with required skills and qualifications. The 

interface with immigration policies and services was challenging for many employers.  

Businesses were clearly working actively and across multiple fronts to address labour and skills 

shortages. However only some are managing to find long-term solutions, with many forecasting 

shortages for the year ahead. There were seen to be opportunities for central and local 

government to support workforce recruitment and retention, and for businesses and business 

organisations to share successful strategies with others.  

Importantly, the cost of not taking opportunities to address the current labour shortage in the 

Queenstown district will have direct implications at individual business levels as well as in the 

wider economy. 

“We are closing our shop in Queenstown, because of the big problems we have had with 

staff. We are very sorry about that, because our customers loved our shop.” 

[Response from a Queenstown business owner, explaining why she couldn’t take part in 

this survey.] 

 

 

 



 

Appendix 1: Detailed industry sub-classifications 
Note: Codes were applied to the greatest detail possible for each response provided. In some instances, only 

the first-level code (e.g. G Retail Trade) could be used as the industry code. 

NZSIC code and category (N=270) Count Percent  

H45 Food and Beverage Services 59 22% 

N722000 Travel and Tourism 56 21% 

G Retail Trade 30 11% 

H44 Accommodation 16 6% 

E Construction 12 4.5% 

Q85 Medical and Other Health Care Services 7 2.6% 

H451100 Cafes and Restaurants 6 2.3% 

L672 Real Estate Services 6 2.3% 

M692300 Engineering Design and Engineering Consulting Services 5 1.9% 

N721 Employment Services 5 1.9% 

J Information, Media and Telecommunications 4 1.5% 

M693100 Architectural Services 4 1.5% 

M696 Management and Other Consulting Services 4 1.5% 

E323200 Electrical Services 3 1.1% 

P802 School Education 3 1.1% 

S951100 Hairdressing and Beauty Services 3 1.1% 

C121400 Wine and Other Alcoholic Beverage Manufacturing 2 0.8% 

D292200 Waste Remediation and Materials Recovery Services 2 0.8% 

H451300 Catering Services 2 0.8% 

K621000 Banking 2 0.8% 

L671 Property Operators 2 0.8% 

M Professional, Scientific and Technical Services 2 0.8% 

M693200 Accounting Services 2 0.8% 

S953100 Laundry and Drycleaning Services 2 0.8% 

C 1 0.4% 

C24 1 0.4% 

E324100 1 0.4% 

F 1 0.4% 

G391 1 0.4% 

G41 1 0.4% 

G424 1 0.4% 

I461000 Road Freight Transport 1 0.4% 

I490000 Air Transport 1 0.4% 

J555 Motion Picture and Sound Recording 1 0.4% 

K Financial and Insurance Services 1 0.4% 

K62 Finance 1 0.4% 

M692200 Surveying and Mapping Services 1 0.4% 

M694000 Advertising Services 1 0.4% 

M700000 Computer Systems Design and Related Services 1 0.4% 

N72 Administrative Services 1 0.4% 

Q860100 Aged Residential Care Services 1 0.4% 
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Q87 Social Assistance Services 1 0.4% 

R Arts and Recreation Services 1 0.4% 

R911 Sport and Physical Recreation Activities 1 0.4% 

R911100 Health and Fitness Centres 1 0.4% 

R920100 Casino Operation 1 0.4% 

S941 Automotive Repair and Operation 1 0.4% 

S951 Personal Care Services 1 0.4% 

S955100 Business and Professional Association Services 1 0.4% 
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Appendix 2: Detailed occupational shortages 
The table below indicates roles mentioned by respondents as being most difficult to fill.  

Note: This was a multiple response question therefore totals overall exceed 100% 

NZSOC Code Position (N=200) Count Percent 

351311 Chefs 50 25% 

621111 Sales assistants (general) 34 17% 

811411 Commercial housekeeper 22 11% 

1 Managers 15 8% 

4315 Waiters 15 8% 

141 Accommodation and hospitality managers 8 4.0% 

3332 Plasterers 8 4.0% 

7312 Bus and coach drivers 7 3.5% 

351211 Butchers 6 3.0% 

351111 Bakers 5 2.5% 

2211 Financial brokers 4 2.0% 

531111 General clerks 4 2.0% 

542113 Hotel or motel receptionists 4 2.0% 

271 Legal professionals 4 2.0% 

142 Retail managers 4 2.0% 

7331 Truck drivers 4 2.0% 

431112 Baristas 3 1.5% 

451111 Beauty therapists 3 1.5% 

149212 Customer service managers 3 1.5% 

851 Food preparation assistants 3 1.5% 

3331 Glaziers 3 1.5% 

391 Hairdressers 3 1.5% 

431 Hospitality workers 3 1.5% 

4522 Outdoor adventure guides 3 1.5% 

3411 Plumbers 3 1.5% 

552111 Bank worker 2 1.0% 

141111 Café or restaurant managers 2 1.0% 

3312 Carpenter 2 1.0% 

33 Construction trades workers 2 1.0% 

31 Engineering, ICT and science technicians 2 1.0% 

2312 Marine transport professionals 2 1.0% 

225113 Marketing specialists 2 1.0% 

997 Response unidentifiable 2 1.0% 

233214 Structural engineers 2 1.0% 

232212 Surveyors 2 1.0% 

451412 Tour guides 2 1.0% 

5511 Accounting clerks 1 0.5% 

7311 Automobile drivers 1 0.5% 

731 Automobile, bus and rail drivers 1 0.5% 

431111 Bar attendants 1 0.5% 

821111 Builder's labourer 1 0.5% 
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2332 Civil engineering professionals 1 0.5% 

272311 Clinical psychologist 1 0.5% 

133111 Construction project managers 1 0.5% 

351411 Cooks 1 0.5% 

732111 Delivery driver 1 0.5% 

3411 Electricians 1 0.5% 

2343 Environmental scientists 1 0.5% 

452111 Fitness instructors 1 0.5% 

351 Food trades workers 1 0.5% 

899111 Freight handler 1 0.5% 

232411 Graphic designer 1 0.5% 

141311 Hotel or motel managers 1 0.5% 

4314 Hotel service managers 1 0.5% 

233 Human resource and training professionals 1 0.5% 

399411 Jewellers 1 0.5% 

8115 Laundry workers 1 0.5% 

452414 Lifeguard 1 0.5% 

411611 Massage Therapists 1 0.5% 

233512 Mechanical engineers 1 0.5% 

212 Media professionals 1 0.5% 

149 Miscellaneous hospitality, retail and service managers 1 0.5% 

72 Mobile plant operators 1 0.5% 

3212 Motor mechanics 1 0.5% 

252411 Occupational therapist 1 0.5% 

512111 Office manager 1 0.5% 

4319 Other hospitality workers 1 0.5% 

832 Packers and product assemblers 1 0.5% 

423 Personal carers and assistants 1 0.5% 

252511 Physiotherapist 1 0.5% 

612112 Property manager 1 0.5% 

5421 Receptionists 1 0.5% 

542111 Receptionists (general) 1 0.5% 

2544 Registered nurses 1 0.5% 

73 Road and rail drivers 1 0.5% 

621 Sales assistants and sales persons 1 0.5% 

241 School teachers 1 0.5% 

452 Sports and fitness workers 1 0.5% 

4523 Sports coaches, instructors and officials 1 0.5% 

3334 Tilers 1 0.5% 

4516 Tourism and travel advisors 1 0.5% 

451612 Travel consultants 1 0.5% 

841216 Vineyard worker 1 0.5% 

452217 Whitewater rafting guide 1 0.5% 

 


