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Owning a family business can be a rewarding way 
to establish a legacy and help provide for future 

generations. But the dynamics of a family-owned operation 
can prove uniquely challenging. It pays to have very clear 
ground rules from the outset, and you’ll need to keep on top 
of them if you want to maintain a successful family business 
– and we’re not just talking about financial success.

1 Define Values
You need to understand what your family values are so 

that you can put appropriate structures in place with which 
to grow the business. So sit down with everyone involved, 
particularly in the early stages, and clearly define the role of 
the family in the business.

Family values will be especially important as the younger 
generation come through. It enables them to understand 
why you’re here, how you got here, and where you want to 
the business to move forward to. Well defined values will 
also provide a stable foundation for the business.

2Have A Succession Plan
A good business succession plan is the key factor in 

ensuring the business continues to thrive after you move 
on. Even if it’s early days, it’s important to have a plan for 
the future. 

3Open and 
Honest 

Communication
Don’t let family 
matters get in 
the way of 

business. Schedule regular time to strictly talk about 
business. Don’t get side-tracked by personal family matters 
or petty disputes – stay focussed on discussions that are in-
depth, strategic and business related. 

4 Separate Home and Business
Keep business life and home life separate. This will help 

keep an objective view on the running of the business and 
improve the overall business environment. 

5Get an Outside Point Of View
If the decision-making gets tricky, an outside point of 

view from a qualified outsider can be invaluable. This is 
particularly appropriate when thinking about growing the 
business. A qualified outsider can shine new light on the 
problems and also ensure new ideas aren’t lost in the tangle 
of family and relationships. 

6  Family Strength
Ultimately the success of the family business comes 

down to the strength of the family unit. A number of family 
businesses have failed in the past because the family has 
failed. So just as you’ve scheduled time for strictly business 
discussions, schedule time to do the same with family. 
Organise a team-building event and remove yourself 
from the business environment and focus on building 
relationships within the family.

7  Get It On Paper
It’s often the case in family businesses that the normal 

practices can be overlooked – often there are verbal 
agreements and assurances instead. This “trust me” kind of 
arrangement can be fatal. Not documenting everything in 
writing as to what’s been agreed on can be a very costly 
mistake. For the sake of your family relationships, and 
your business, get everything clearly written down, clearly 
defining the terms of the arrangement or agreement. This 

may sound a bit over-the-top when 
it’s family – but it’s actually more 
important than ever that the lines 
are clear when family is involved. 
It will save you and your business 
time, money, angst and perhaps 
even loss of family relationships, 

down the track.
Source: Full Focus Ltd
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How much rent 
should I charge?
It is always difficult to know, if 
you own a rental property, how 
much to charge. Go to www.
tenancy.govt.nz/rent-bond-and-
bills/market-rent/ you will get 
some figures of average rents 
in various areas throughout the 
country. We hope this helps.

Self correction  
of minor errors 
From 1 April 2017, it will be 
permissible to correct minor 
errors in the following tax return 
where the amount of tax involved 
does not exceed $1,000.

New way to 
calculate 
mileage rates 
The new system, which comes 
in from the start of the 2018 tax 
year, is going to be two-tiered. 
There’ll be a higher rate for the 
first 10,000 km and a lower 
rate thereafter. Taxpayers are 
going to have to keep a logbook 
for three months every three 
years and base their business 
running claim on this. The Inland 
Revenue Department says the 
new method is optional, which 
presumably means we are going 
to be able to make our claim 
as usual up to the limit of 5000 
km for the self-employed, if we 
choose this option.

Contractors to 
labour hire firms
If you contract to a firm hiring 
labour, from 1 April 2017, the 
withholding tax deducted from 
your income will be at the rate 
of 20%. This will mess up your 
provisional tax payments from 
28 August 2017 and the next two 
payments. Even if you are trading 
as a company, you will still have 
withholding tax deductions from 
income. You will be allowed to 
choose your own rate so long as 
it’s not less than 10%.

Computer  
backups
Here’s a checklist to help you 
keep your data safe.
• Are you backing up your 

computer at least daily?
• Are you sending data off-site 

to protect against fire? 
• How do you know if you can 

retrieve information from your 
backup? Do you test your 
backups regularly?

• Are the files you keep in 
your email system also being 
backed up?

There are many reasons to use a communication 
strategy in your business.  The biggest one is of 

course, your customers – without whom you would 
have no business.  It makes sense to ensure you’re in 
regular contact with them.  This helps nurture them, 
keep your business top-of-the-mind, and engender 
loyalty.  You want your customers to keep coming back 
and bring their friends along to do business with you 
too.

Targeted Customer Communication
Employing a targeted approach means you won’t 
be wasting time failing to meet the needs of your 
customers.  You can make sure the products or services 
you offer match their needs.  You can also develop a 
personalised approach to your marketing, and focus on 
those that give you the best result.

Targeting specific groups of customers or leads 
(potential customers) will help improve what you’re 
offering.  You will also get a much better return for 
the time and energy you’ve invested.  This will help 
boost sales and growth, at the same time encouraging 
customer loyalty. 

Improved Customer Experiences
Keeping in touch with customers will mean you are 
aware of your customers’ experiences.  You’ll be 
able to react effectively to both positive and negative 
feedback.  This will help build good relationships and 
your customers will enjoy a positive experience when 
dealing with your brand.

Every interaction with your customers is a chance to 
improve loyalty and enhance the good reputation of 
your business.  It also gives you an opportunity to keep 
up-to-date with your customers’ wants and needs.  This 
will help you stay ahead of your competitors and offers 

you the best chance for growth 
as well as making improvements.

As your business grows, it may 
be hard to keep track of customer 
interactions.  It’s important to 
have systems in place to ensure 
communication is not dropped out. 

New Leads
Communication strategies should not just be about 
nurturing existing customer relationships.   Of equal 
importance is communicating with new leads.  
You can’t just rely on your existing customer base.  
Implementing communication strategies to be in touch 
with leads regularly always pays dividends.  Engaging 
these prospects with effective communication will go a 
long way to winning them over.

What Methods Will You Use?
The number of ways you can communicate with your 
customers has grown dramatically.  There are now many 
different ways to communicate with your customers, 
both offline and online. 

More communication channels is a good thing.  
But sometimes the array of offerings seems so vast the 
choices paralyse the busy business owner.  This makes 
the ability to interact with customers something of a 
challenge.

You’ll want to look for strategies that fit with your 
style of doing business.  They need to be cost effective, 
practical and simple to run.  

Whatever system you choose, it needs to be workable 
for you and your business.  If it’s not – and it becomes 
arduous, time consuming and frustrating – then it’s 
doomed for failure.

Source: Full Focus

The importance of good customer  
communication strategies

Choose your internet service  
 provider with care

A couple of months ago some horrendous 
stories were published in the daily papers about 
businesses unable to function because they 
could not get their internet connection repaired. 

One firm in Auckland was 
without the internet for five 

weeks. One supplier said: “The 
average time to fix the fault 

has increased to more 
than 60 hours, with 

some customers 
waiting considerably 
longer.”

Before selecting 
your internet service 
provider, check the 
firm out as best you 

can. The internet is 
a great resource for 

this purpose as are 
your friends, particularly 

on Facebook. If the 
service provider has a bad 

reputation, avoid it, even if 

the price is a bit lower. 
If you’ve got a couple of 

minutes, try checking out your 
existing internet service provider. 
It could be time for a change.

Recently, Ken was approached 
by a power company with an 
offer for cheaper power and a free 
ultrafast broadband connection. 
He found communicating with 
the company was very difficult 
and it was almost impossible to 
talk to the supplier of the ultrafast 
broadband connection. 

For this reason, he cancelled 
his arrangement. It later transpired 
that the broadband supplier was 
none other than the one who 
failed the Auckland business 
described above.



Typical areas where the wrong premium can be 
charged include:

Selecting the wrong industry for your type of work.
Levying ACC payments in excess of the maximum 

threshold. Currently, you should not be paying ACC on 
earnings of more than about $120,000. Sometimes, 
people receive a PAYE salary and then a non-taxed 
salary on top of this. These are the type of people who 
can be overcharged.

Some activities are what is known as passive. 
However, the income from them sometimes sneaks 
into ACC files and is treated like earnings. 

Rental income from a partnership is an example. 
If it is recorded in the tax return as partnership 
income, it can get through to ACC and be levied 
by mistake.

We read in a recent publication that 30% of clients 
in a sample were paying too much ACC.

Avoid giving credit to a stranger, 
without undertaking a credit 

check. 
If you have to give credit without 

doing a proper check, be sparing.
Giving credit can help you gain 

customer loyalty, but be careful.
There is no obligation to give 

credit to anyone. Try to make it a 
habit, if your type of business will 
permit, to assume you will be paid 
on the spot.

If it can’t prevent bad debts then:

Jump on new customers who start 
to abuse your credit arrangement.

Make notes of every conversation 
you have with a debtor.

If you have to make follow up 
calls, quote back to the customer 
what he/she undertook to do.

Immediately after you have made 
a call, make a note in your diary of 
the day on which you will next call 
if the money has not been received 
and keep a record of what was said.

Discontinue giving credit to the 

chronically bad payers. The time 
you put into them will destroy your 
profitability. You could be doing 
better things with the same time.

What about the big customer 
who will not pay on time?

Small businesses often find their 
biggest customer is their worst 
payer. You feel you can’t afford to 
be too demanding, in spite of the 
fact you’re entitled to 
your money. What 

should you do?
The answer is not to have one 

major customer that dominates 
your business. You will always 
be vulnerable while you let this 
continue. 

Set a maximum percentage of 
total sales from any customer and 
do your utmost to see this is not 
exceeded. If your big customer goes 
broke it could take your business 

with it.

Trustees need 
to minute their 
decisions 
IF you have a family trust, be 
fussy about recording trustees’ 
decisions. 

One problem that arises is 
taking money out of the trust for 
your own use. This can be:
• a reduction of money owing to 

you
• a distribution of some of the 

trust income
• a payment out of the capital of 

the trust
• reimbursement for trust 

expenses paid by you
• a beneficiary loan

It’s important to clarify these 
withdrawals. This is done by 
means of a trustee minute. If 
there could be any doubt about 
the reason for a transaction, be 
sure to prepare a trustee minute 
and make sure all trustees sign it 
before it is actioned.

Some contractors 
to choose their 
own tax rate
From 1 April 2017, the Govern-
ment is proposing to allow con-
tractors whose income is subject 
to withholding tax deductions, to 
choose their own tax rates.

Those who have typically been 
over-taxed might want to choose 
a lower rate. The minimum for 
New Zealand residents has been 
set at 10%. Others, who have 
a lot of year-end tax, might be 
more comfortable having higher 
deductions. 

The maximum number of 
times you will be entitled to 
change your rate during the year 
is twice. After that, the payer will 
have to agree to your request to 
make the change. 

If you haven’t been complying 
with your tax obligations, you 
might not be allowed to choose 
your own tax rate. 

How to reduce bad debts
Prevention is better than cure when reducing the number of bad debts.

Always check your ACC account
Your ACC account could easily be wrong. Always check it. 

90-day trial periods –  
the devil’s in the

etail!
The 90- day trial period has been part 

of NZ’s employment landscape for a few years 
already and it has been used by countless employers to 
end the employment of new recruits who would have 
not worked out for one reason or another. Thankfully 
there are some who have done this successfully and 
without any repercussions. 

However there are many others who have found 
out the hard way that dismissing someone is never 
simple, even when they thought they were meant to 
be protected by the Law itself!

The 90-day Trial Period provision states, in sections 
67A and 67B of the Employment Relations Act, that 
if an employer dismisses an employee within the first 
90 days of employment, the employee cannot raise a 
personal grievance for unfair dismissal, although they 
can still raise a grievance on other grounds such as 
discrimination or unfair disadvantage. 

In a nutshell this means that the employer would not 
need to go through the same process when dismissing 
someone on a trial period as they would for anyone 
else. The employer could essentially dismiss the 
employee in a manner and for reasons that would not 
be seen as ‘fair’ for any other employee. 

Some of the Members of the Employment Relations 
Authority have made it very clear that they do not 
like this provision and are looking at every minute 
detail to be able to find in favour of an employee 

who challenges a 90-day trial dismissal. They see it 
as a means for the employer to by-pass good faith 
and natural justice and have expressly said that if an 
employer wishes to make use of their legislated right 
to deprive an employee of the right to take a Personal 
Grievance for unfair dismissal, then that employer 
would be well advised to ensure that they follow that 
same Legislation to the letter! 

The devil really is in the detail and new details seem 
to come up every time a 90-day trial case is brought in 
front of the Authority.  

We all know that recruiting and inducting a 
new employee and then training them to perform 
to an acceptable level is very expensive and time 
consuming. 

As an employer you should always aim to get 
this right and make good use of those initial weeks 
of employment to build trust and faith in the new 
employment relationship and to clearly convey your 
likes and dis-likes and your targets and expectations to 
your new team member.

Just like using a parachute, the 90-day trial period 
should only be necessary to use as a last resort - 
always be certain to have one but also make really 
sure that all your knots are tied properly and your 
lines are strong enough if you really wish to trust it! 

Source: www.eipm.co.nz
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On the one hand, you want to protect 
your own information and ensure 

that any technology, software or services 
you use to execute your tasks, are 
secured, available and uninterrupted.

On the other, you want to be certain 
that you don’t cause any sort of security 
breach for your client. If you have access 
to their data, or even if you are merely 
exchanging electronic communications, 
you don’t want that to be the route 
through which an information security 
breach occurs. 

Many business owners make the 
mistake of assuming their IT provider has 
taken care of all their security needs. 
However, more often than not, this isn’t 
the case and it’s only when a breach 
occurs that they start to question how 
it could have happened, whether their 
security was up to scratch; and perhaps 
even worse – whether it was their fault.

Security is something that requires 
an ‘always-on’ mindset; and a full 
360-degree approach. How do you do 
this? Here’s some basic tips:

Be aware of the risks and the tactics 
used by attackers: Make sure the 
software on all devices has the latest 
updates installed – across your laptop, 
your smartphone and any other devices 
you use in the execution of your duties.

Ensure your devices are password 
protected: This is especially the case if 
you’re working with sensitive content 
across a number of different clients. 
Mobile devices can be accidently 
left in public spaces easily, which are 
often linked directly to emails and 
online accounts. While common sense 
would dictate otherwise, the majority 
of information security issues occur 
because of simple mistakes like this. 

Treat customer information as you 
would your own private data: Where 
confidential information is concerned, 
basic rules apply whether it is digital 
information or hard copy. Breaches can 
occur through carelessness and you 
have a duty of care when dealing with 
confidential information. 

Smartphones and applications are 
a particular area of concern. Many of 
these tap into information stored on your 
phone, like your contact details, GPS 
details, emails. While it’s important to look 
after your personal details, protecting the 
details of any clients that you work with 
through your smartphone is crucial. 

Ensure staff are aware of security 
protocols. Set up a meeting to discuss 
the rules when it comes to passwords, 
the use of BYOD, downloading files and 
opening attachments in emails. The 
majority of security breaches occur as 
a result of employee oversight so it’s 
essential they are aware of the risks. Sites 
like Connect Smart provide some great 
educational tools that are free of charge.

Another key thing to note is it’s also 
important to be aware of the security 
measures that clients you work with 
have in place as well. If their systems are 
subpar, it could cause a security-related 
issue for you. That might be disruptive, 
if for example, malware gets on your 
machine, or it could cause potential 
losses, if for example, a keylogger is 
installed via a Trojan that has come in 
through an insecure network.

While there is little you can do in 
terms of beefing up security at your 
client’s end, you can ensure your own 
protection through proactive and robust 
security awareness.

www.kordia.co.nz/cyber-security

BE careful when booking flights on 
line. 

John and his wife were going from 
Wellington to Christchurch and had 
booked airfares there and back. It was late 
at night and John accidentally booked 
to go on 21 May and back on the 22nd 
instead of going on the 28th and back on 
the 29th. 

The next day his wife discovered the 

error and he rang the airline. The extra 
cost of changing the flights was $200.

Another way of getting it wrong for 
overseas flights is to have a different 
name on your ticket from that which is 
on your passport. This applies particularly 
to married women who might have a 
passport in one name but accidentally 
book their airfares in their new name. The 
cost of correcting this is another $50.

Cyber-security
As a trusted advisor to individuals and businesses your 
security responsibilities are twofold. 

Get the flight right


