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Section 1: Context – the foundation for our
vision and strategy
1.1 Introduction to this document
This document sets out our vision and strategy for 2017–2022. It is important that we clearly
set this out so that all New Zealanders can understand the context for what we are doing,
why we are doing it and what we aspire to.
We regularly look at our strategy so we continue to help deliver the most effective markets
possible for New Zealand. Our progress towards achieving the strategy will be set out in future
statements of intent and performance expectations and reported on in our annual reports.
In preparing this document we have taken account of issues that we think are likely to have a
significant impact on our operating environment over the next five years, such as technological
advances and associated business models, demographic changes, and issues of affordability. Our
strategies are designed to be flexible enough to allow us to respond to changes in our operating
environment while also providing a clearer focus for our work and decision-making.

1.2 Context of our work
Commerce is a vital part of the New Zealand economy, as well as being a key part of the fabric of
our society. All New Zealanders participate in markets as consumers, while some also participate
as business owners, employees, regulated businesses or regulators. Regardless of the role
an individual or organisation plays, they all benefit from commerce and are better off when
markets work well and they are able to participate with confidence.
The rules and regulations governing markets provide the structure for commerce, or trade, to
take place and the Commerce Commission plays an important role in helping to ensure markets
work well for all participants.
As the primary competition, consumer and regulatory agency, we have responsibilities relating
to business competition, fair trading and consumer credit contracts. We play an important part
in ensuring businesses compete fairly, consumers are not misled by traders and are protected
when they borrow money. As an enforcement agency we also make sure those that do not play
by the rules are held to account.
In sectors where competition is limited our regulatory responsibilities ensure that consumers
are not disadvantaged by that lack of competition. These sectors include electricity lines, gas
pipelines, telecommunications, dairy and our three major airports. Through regulation we work
to deliver similar benefits to those provided by competition.
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1.3 Our values
Our values provide a strong foundation for all of our work. They guide the way that we operate
and our vision and strategy should be considered with them in mind.
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Section 2: Vision – where we want to be
in five years
2.1 Vision

New Zealanders are better off
because markets work well
and consumers and businesses are
confident market participants.

In everything we do, we work towards making New Zealanders better off. We believe that
New Zealanders are better off when consumers and businesses are confident participants
in well-functioning markets.
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Strategic objectives
To achieve our vision, we have two strategic objectives:
→→ markets work well
→→ consumers and businesses are confident market participants.
These strategic objectives reinforce each other. Well-functioning markets help to provide
confidence for consumers and businesses to participate in them. At the same time, the more
confidence participants have, the better markets are likely to function.

Strategic framework
The strategic framework below brings together our vision, strategic objectives, strategies
and values.

New
Zealanders
are better off
Markets
work well

Consumers
and businesses
are confident

Strategic
objectives

We will seize opportunities to
have the greatest impact
We will protect, inform and empower
consumers and businesses

Strategies

We will be trusted, influential
and high‑performing
Excellence

Integrity

Accountability
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Respect

Good judgement

Values
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2.2 Strategic Objective One: Markets work well
Supporting an environment that enables markets in New Zealand to function well is the
cornerstone of this strategic objective. Well-functioning markets allow businesses and
consumers to experience the benefits of competition.
Effective competition creates an incentive for businesses to innovate, improve efficiency, and
produce products and services at a price and quality demanded by consumers. In markets with
little or no competition and little prospect of future competition, regulation can help create
similar outcomes to those seen in competitive markets.

Markets work well when:
→→ traders understand and operate according to the rules;
→→ there is effective competition between businesses;
→→ market power is not abused;
→→ mergers do not substantially lessen competition;
→→ regulated businesses are incentivised to perform; and
→→ accurate information is available to both consumers and businesses
and they are empowered to act on it.

EXTENDED
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2.3 Strategic Objective Two: Consumers and businesses
are confident market participants
New Zealanders are better off when they are confident market participants. This is not about
how confident consumers and businesses are in the economy and their ability to spend money,
but their confidence to participate in markets, regardless of economic performance.
Consumers have confidence to participate in markets when they have access to information that
helps them to make informed purchasing choices, they are able to assess whether businesses
are trading fairly and they feel that the system is working to protect their rights.
Businesses on the other hand need to be confident that the rules are clear, competitors are
playing by the rules, and that where they are not the behaviour is identified and addressed.
Businesses and investors also need to be confident that the regulatory regime we are
responsible for is predictable in order to continue to invest and innovate.

Consumers are confident when they feel that:
→→ they are not being misled about pricing or quality;
→→ terms are fair and clear;
→→ they are able to make informed choices;
→→ they have access to innovative products and services; and
→→ New Zealand’s regulated infrastructure is dependable and efficient.

Businesses are confident when they feel that:
→→ they understand the rules;
→→ the rules are applied equally and impartially;
→→ competitors and suppliers are playing by the rules;
→→ anti-competitive barriers to entry are minimised;
→→ the regulatory regime is predictable; and
→→ New Zealand’s regulated infrastructure is dependable and efficient.
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Section 3: Strategies – how we will achieve
our strategic objectives and vision
As New Zealand’s competition, consumer and regulatory agency, we have an important role to
play in supporting an environment where markets work well and consumers and businesses
can be confident market participants.
We have three strategies which work together to achieve this. We will:
1. Seize opportunities to have the greatest impact
2. Protect, inform and empower consumers and businesses
3. Be trusted, influential and high-performing
Strategy one outlines how we will determine what we are going to do, while strategy
two outlines how we will do it. The third strategy sets out what we need to look like as
an organisation in order to successfully deliver the other strategies.

3.1 Strategy One: We will seize opportunities to have
the greatest impact
This strategy is focused on ensuring that we identify the areas that most need our attention and
make the most of the opportunities we have to address them. This involves being even smarter
with our resources and knowing the right times, places and ways to act.
There are three main parts to strategy one:
→→ Understanding:
>

threats to consumers or competition, now and in the future;

>

the performance of regulated businesses;

>

opportunities available to us; and

>

the environment in which we operate and what that environment might look
like in the future.

→→ Prioritising our efforts in focus areas to address harm; and
→→ Deciding how to have the maximum impact on the issues we identify, including
considering creative and innovative solutions.
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Understanding
In order to prioritise our actions, we need a good understanding of our operating
environment and access to the right information at the right time. This includes a future
focus to understand changes in our operating environment, particularly as a result of
online and digital developments.
We will further develop our research and analytical capabilities to understand threats and
opportunities. We will also look for opportunities to partner with government agencies and
other stakeholders to understand markets, identify harm and design effective actions.
We will continue to increase our understanding by:
→→ being attuned to the environment we operate in;
→→ being open and receptive to information provided by consumers and businesses
on the issues affecting them;
→→ being attuned to the needs of, and trade-offs, made by consumers;
→→ looking for patterns of harm;
→→ further developing our research and analytical capabilities across the organisation;
→→ monitoring and analysing the information disclosed by regulated businesses;
→→ partnering with other government agencies and business and
consumer stakeholders to gain market insight and identify areas
where we can have the greatest impact; and
→→ being sensitive to business and community needs by deepening
our engagement with stakeholders and communities.

Prioritising
When we know which areas are causing (or are likely to cause) the most harm, we are better
able to prioritise our resources to have the greatest impact in addressing harm for the benefit
of consumers.
Regardless of the resources we have at the Commission, the nature of our work will always
mean we could do more if we had more resources. We cannot investigate every report of
potential harm we receive, so we need to make choices about how we allocate resources.
These decisions will be underpinned by the intelligence called for in the understanding section
of this strategy. In addition we will strengthen our approach to prioritisation of issues across
the organisation and communicate that well internally and externally.
We will prioritise our efforts by:
→→ using our increased understanding to focus our work on the areas where we
can have the greatest impact;
→→ considering our prioritisation principles across the organisation;
→→ publishing details of our priorities annually; and
→→ allocating resources so that our impact is maximised and deterrence enhanced.
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Deciding
When we do decide to take action, we will think innovatively about the options available to us,
and choose the action, or combination of actions, that will have the greatest impact. This could
include the use of enforcement action and education initiatives.
Equally as important as deciding to take action, is deciding not to get involved. Where we
identify that an issue would be better addressed by another agency, or addressing it would not
be the most effective use of our resources, then we will not get involved.
Identifying the most effective allocation of our resources is essential to our success. As part of
this, we will look beyond our traditional methods for approaches that may have greater impact.
This could include working more closely with our partners in government, the community and
businesses. We will monitor and learn from the effectiveness of the actions we take.
We will decide how to maximise our impact by:
→→ organising ourselves effectively to deliver on our priorities;
→→ intervening promptly and decisively, in accordance with our priorities;
→→ applying creative and innovative solutions where necessary;
→→ using the competition, consumer and regulatory options at our disposal in circumstances
for which they are best suited;
→→ communicating clearly;
→→ seeking opportunities to have a positive impact on markets and consumer and business
confidence through influencing, as well as through the exercise of our powers;
→→ working with others to support our actions, drawing on our strong relationships across
government, business and the community; and
→→ monitoring the effectiveness of the actions we take.

3.2 Strategy Two: We will protect, inform and empower
consumers and businesses
Strategy two is the core of our work and at the heart of what we are here for. This strategy has
three key, interrelated elements:
→→ Protecting consumers and businesses from
behaviours or market structures that harm
consumers or competition;
→→ Informing consumers and businesses about
their rights and obligations; and
→→ Empowering consumers and businesses to participate in markets, to resolve issues when
they arise, to take action if their rights are infringed upon and to influence the actions of
regulated businesses.
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Protecting
An essential part of our role is to protect New Zealanders (both consumers and businesses)
from harm caused when markets do not work well. One of the ways we do this is through
enforcement of the laws we are responsible for. But protection is broader than that and includes
facilitating conditions in markets that protect New Zealanders from harm.
When effective regulatory rules are in
place and enforced, New Zealanders
can be confident market participants.
In markets with little or no competition,
our regulation offers protection to
consumers, including other businesses.
When traders operate according to
the rules and we hold those who do
not behave to account, consumers can be confident in purchasing goods and services and
businesses can confidently participate in markets knowing that their competitors are also
playing by the rules.
We will use the understanding and prioritising elements of strategy one to inform our protection
work. This will enable us to understand where we should focus our efforts then, when we do
decide to take action, how we can have the greatest impact by making the best use of all of
the options available to us. We will also focus on ensuring that any action we take is decisive
in addressing harm. We will continue to explore different ways of protecting New Zealanders,
including through informing and empowering. We will enforce legislation where we have been
unable to prevent harm through other means.
We will protect New Zealanders by:
→→ increasing our vigilance and taking decisive and swift action in areas where consumers
are most exposed, such as:
>

in their homes – when buying online, over the phone, and from mobile
traders and pressure sellers;

>

when they are unable to ascertain the attributes of a product or service
for themselves; and

>

when accessing credit.

→→ increasing our vigilance in concentrated markets (within our framework of prioritisation),
including monitoring trade associations, and focusing on the construction industry and
anti-competitive procurement practices;
→→ increasing our focus on product safety to protect consumers from unsafe goods;
→→ focusing consumer enforcement on cases where poor, misleading or unbalanced
information affects competition in the market;
→→ using the right combination of the actions available to us for the circumstances; and
→→ setting and monitoring price and quality requirements that limit the ability of regulated
suppliers to earn excessive profits, while ensuring services are provided at a level of
quality consumers demand.
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Informing
Consumers who are informed are better able to make good purchasing and borrowing decisions.
We will ensure that consumers have access to easy-to-understand information about their
consumer rights so they feel more confident participating in markets.
We will also ensure that businesses have access to and
understand information about their responsibilities and
obligations. When businesses are informed about their
responsibilities and obligations they are better able to
ensure that they do not participate in behaviour which
causes harm to consumers or competition.
For New Zealanders to be confident, it is also important
they understand how markets work and how well they
are performing. In regulated markets we will ensure
New Zealanders have access to information on how
regulated businesses are performing and that information
disclosure regulation has a positive impact on the
performance of regulated suppliers.
Our focus on informing also requires us to put communication at the heart of everything we do.
We are committed to exploring new and innovative ways to communicate with consumers and
businesses so they have the information they require to be confident market participants.
We will inform New Zealanders by:
→→ publishing material on businesses’ responsibilities and obligations;
→→ ensuring consumers have access to information about their consumer rights as well
as the role of the Commission;
→→ communicating in clear, concise ways about our decisions and the performance
of market participants and regulated businesses;
→→ developing collaborative, innovative and responsive methods for engaging with
businesses and the public;
→→ making effective communication an integral part of our work, ensuring it is tailored
to the audience(s), timely and relevant;
→→ increasing the accessibility of our work, including providing easy to understand
summaries of complex or technical information where appropriate;
→→ being as transparent as possible about our work, and communicating our progress
on projects and investigations where it is in the public interest to do so; and
→→ maximising the educational and deterrent effect of enforcement action.
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Empowering
Empowering is about ensuring New Zealanders have the right combination of information,
capability and knowledge so that they are more confident to participate in markets and better
able to assert their rights and influence the behaviour of businesses. The Commission supports
this by taking precedent setting cases and enforcement action when serious misconduct occurs.
However, we recognise that we can have the greatest impact when all New Zealanders can
contribute to monitoring and enforcing the rules and regulations governing markets.
When consumers are empowered they are better able to enforce their rights and take action
themselves to prevent or address harm. They will be able to recognise behaviour that is in
breach of the law and stand up to enforce their rights. For businesses, empowering is about
creating the conditions that give them and investors the confidence to invest and innovate.
We also need to support them to feel empowered to implement compliance strategies and
raise concerns where they see anti-competitive behaviour or businesses operating outside
of the law. Similarly, consumers and other interested parties should be empowered to use
publicly available information to influence the operations of regulated businesses.
Where consumers and businesses are unable to enforce their rights and harm occurs, we
will provide easy access to the Commission to empower them to report this behaviour and
seek redress.
We will empower New Zealanders by:
→→ facilitating conditions in markets that provide consumers and businesses with the
confidence to participate;
→→ being receptive and accessible to the public;
→→ ensuring consumers and businesses understand the rules so that they are able to provide
high-quality information to the Commission when reporting suspicious trader behaviour;
→→ taking action against behaviour we suspect of breaking the law, if appropriate;
→→ taking cases to set precedents where the law is unclear;
→→ making information available in a way that allows consumers and
businesses to take action, including to influence the operations of
regulated suppliers; and
→→ maintaining a transparent and predictable regulatory regime
that gives investors and businesses the confidence they need
to invest and innovate, while ensuring these benefits are shared
with consumers.
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3.3 Strategy Three: We will be trusted, influential
and high-performing
To be effective in making New Zealanders better off, we need to be a high-performing
organisation. To do that we will make sure we are making the best use of public money, are
trusted by our stakeholders, are influential, and have the right people in the right roles making
the right judgements and trade-offs at the right time.
This strategy is about:
→→ Being a trusted and influential organisation;
→→ Being a high-performing organisation, including:
>

Developing, retaining and attracting excellent people; and

>

Working efficiently to deliver value for New Zealanders.

Trusted and influential
To achieve our vision we must be a trusted and influential organisation. We want all our
stakeholders to be confident we are doing a good job and trust that we act in the best interests
of New Zealanders to deliver the best outcomes for the best value. Strong relationships
with stakeholders across government, business and in the community are essential for the
Commission. We want to be accessible, responsive and easy to deal with.
The Commission has made significant improvements in communication and stakeholder
relationships over the last few years and this strategy is intended to build on this work. By
continuing to develop strong relationships locally and internationally, we will continue to build
trust. This trust will help to ensure our advice and expertise is recognised and sought after.
Having this standing will assist us to influence stakeholders in support of our strategic objectives.
This includes changing behaviour that is causing harm, using our knowledge and experience
to help ensure policy and regulatory structures are fit-for-purpose, and partnering with other
government agencies, businesses and the community to have the greatest impact.
We will be trusted and influential by:
→→ ensuring our people understand and engage effectively with New Zealand’s diverse
communities;
→→ developing strong partnerships and collaborating with government and non-government
agencies;
→→ being as transparent as possible and ensuring that New Zealanders have the opportunity
to contribute effectively to our processes;
→→ seeking opportunities to grow and share our knowledge and expertise;
→→ engaging well with leading international agencies; and
→→ having a compelling story about what we are doing and why, and telling it confidently.
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Excellent people
In order to be effective in our role and trusted by our stakeholders, we need to ensure we are
a high-performing organisation. An essential part of this is making sure we develop, retain and
attract excellent people. Our organisation is only as good as its people so it is an important
foundation for achieving the objectives outlined in this document.
We want to have the highest quality staff possible and we will ensure that working at the
Commission is rewarding, challenging and career enhancing. We want to be an employer of
choice, an organisation that attracts and keeps great talent. A great job is about more than
just the work though; it is also about the environment and the culture of an organisation.
We want our people to enjoy coming to work each day and feel they work in a supportive and
fulfilling environment.
Having the right people in the right roles at the right time is critical to our success. We will
continue to put a strong focus on staff development and recruitment to support this. In
particular, we need to ensure that the people we employ are committed to the values which
underpin everything that we do. We also need to support them to achieve their full potential,
providing opportunities for growth and development.
We will develop, retain and attract excellent people by:
→→ investing in development opportunities to enable our people to achieve the highest
professional standards and fulfil their personal potential;
→→ recruiting excellent people who are committed to our vision and values;
→→ ensuring our staff have a good understanding of the sectors we regulate and the
challenges faced by all participants in the market;
→→ providing stimulating work, collegiality and a supportive environment; and
→→ rigorously living by our values.
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Working efficiently to deliver value
The final element of being a high-performing organisation is ensuring that we deliver great value
by working efficiently. As a Crown entity, we are funded by New Zealanders and it is vital that
we operate in the most efficient way possible and make the best use of our resources. It is not
about cutting costs wherever possible but about how efficiently and effectively we can use our
funding to have the greatest impact for New Zealanders.
We understand the impact that our processes and decisions can have on businesses and are
committed to improving the efficiency and timeliness of these. To deliver the best value for
New Zealanders, we will simplify our processes where possible, making it easier to interact with
the Commission.
It will also be easier to work within the Commission: our decision-making will be focused on
the things that matter most and the high quality of our staff, leadership and collaboration will
drive our success.
We will work efficiently to deliver value for New Zealanders by:
→→ continuing to pursue systems and process improvements that make us as cost-effective
as possible;
→→ eliminating unnecessary delays;
→→ focusing our decision-making on the things that matter most;
→→ ensuring the level of resource given to each issue, task or project is appropriate
and fit-for-purpose;
→→ pursuing enduring impacts;
→→ maximising the benefits of having competition, consumer and regulatory functions
in the same organisation;
→→ minimising the costs to businesses and consumers of dealing with us;
→→ driving our performance through strong leadership and teamwork; and
→→ measuring and reporting on our performance.
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