
 

 

Our Payments Hub sessions provide a forum 
for payments industry stakeholders to 

openly engage in conversation and debate 
on important and topical payment issues. 

 
Our September Hub sessions aimed to unravel: 

A retail perspective on how 
Kiwi's shop & pay 

We pulled together a retail centric panel moderated by Paul Rayner 
of ‘Better Change’ to tackle this topic. The panel included: 
 
• Diane Dickinson - Managing Director, Ipsos New Zealand  

• Tim Dryburgh - Retail Network and Property Manager, Z Energy 

• Matt Court - Manager Digital, Paymark  

• Amrit Chaitanya - National Manager Financial Services, 
Progressive Enterprises 

• Grant Stapleton - Director of Retail NZ, Hue Group, Mexicali 
Fresh,  Laser Group  

 
Hub sessions were held in both Wellington and Auckland and were 
kicked off with a warm welcome and some classic ‘dad’ jokes by our 
closet comedian and Payments NZ CEO, Steve Wiggins. Steve 
outlined some of the work Payments NZ has on the go at the moment, 
including the launch of the Payments NZ Membership Initiative on 1 
October and our biennial payments industry conference on 11 and 12 
November.   

 

Sound Bites 
From the September Hub 

“I always attend; there is nowhere else I 
can find a room full of people as 
passionate about payments!...At every 
Payments Hub there are always 4 or 5 
pieces of information that will be really 
useful to me at Z over the coming 
months.”  Tim Dryburgh, Retail 
Network & Property Manager, Z 
Energy 

 
“The evening made for a valuable 
session with the openness of knowledge 
shared by Diane, the panellists and the 
wider audience.” Amrit Chaitanya, 
National Manager Financial Services, 
Progressive Enterprises Limited 
 
”Being a panellist at the Payments Hub 
was a very satisfying experience. Not 
only did I get to engage in thought-
provoking discussion about the role of 
payments in retail, but I caught up one-
on-one with a number of key industry 
players, resulting in some exciting ‘next 
steps’.” Matt Court, Manager Digital, 
Paymark Limited 

 
“In a time when corporates are talking 
about an Omni channel approach to 
connecting with their customers many 
SMEs still don't have a website let alone 
an online payment facility….Technology 
and the low entry costs for products such 
as software as a service is a game 
changer for SMEs.” Grant Stapleton, 
Director of Retail NZ, Hue Group, 
Mexicali Fresh & Laser Group



Diane Dickinson challenged us to consider  
‘Why the chicken crossed the road’. 

 
Using recent Ipsos research on customer trending, Diane helped us get to grips with 
customer expectations.  Choices, trust and privacy are a big part of what motivates a 
customer to buy. Diane challenged the audience to consider, and really understand, who they 
are marketing their products and services to - the customer’s real self (the practical and 
tangible) or their projected self (how the customer wants to be seen)?   

 
Paul Rayner then kicked off the panel discussion: 

                                                                                                                
Tim Dryburgh shared Z’s business mantra 
of being Fast, Friendly and Hassle free.  Zip 
Through ‘Z’. Contactless payments are right 
in the thick of it when it comes to the ‘hassle 
free’ payments experience for customers.           
 

Amrit Chaitanya discussed the huge 
inroads Progressives is making in customer 
experience with ‘click & collect’. Customer 
needs are changing and businesses must 
shift their thinking in a timely and 
frictionless manner. 
 

Matt Court advised that the online space 
was growing exponentially year on year, 
and asked ‘what will that mean for bricks 
and mortar?’ We need to remove the 
complexity of paying online and provide a 
greater and consistent experience for 
merchants and customers.  

Grant Stapleton made it clear that 50% of 
New Zealand SMEs don’t have a website, 
so where does that leave the small retailer? 
In this challenging environment, online 
arguably owns the customer interface; but 
in reality all contribute to the overall 
customer experience. 

 
Wellington vs. Auckland 

 
                 
                                                                                                                                    
 
 

The Online 
Debate 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Our introspective Auckland audience 
opened a line of thought around the 

reputational risk of social media. This 
relatively new medium provides 

immediacy of feedback and has a direct 
link to all potential customers. Tim 

Dryburgh (our Birthday boy) noted the 
need to be on your game when it 

comes to social media as partaking 
means at least an opportunity for the 

retailer to be part of the conversation. 

Our hub session in Wellington, 
held in a somewhat cosy 
atmosphere, had the audience 
very keen to participate. Online 
is the most competitive and 
challenging environment and 
it’s just a short move from the 
small micro market of New 
Zealand to being immersed 
in global business. 

Customers love 
buying but are 
not so keen on 

paying. 

Thank you to our facilitator, panellists 
and audiences in both Wellington and 
Auckland.  
 
It may feel as if we have only 
scratched the surface of a very large 
topic and possibly this is correct. 
However, with a base plate of where 
we are right now - we can plan and 
build for tomorrow.  
 
If you have any feedback or 
suggestions for our future Hub 
Sessions, please contact: 
 
Sharon Clatworthy 
Business Services 
sharon.clatworthy@paymentsnz.co.nz 

Dealing with today’s complexities: 
Some final thoughts… 

 
 Feedback systems are important, so use social media to evaluate your business 

progress. 
 

 Customers will want to tell you how they want to shop, but will also be scathing if 
it’s wrong! 

 
 Keep consistency of brand and make online shopping painless if you want repeat 

business. 
 

 Understand your customer’s needs and wants well.  
 

 Be aware, customers will still want to shop in store.  
 

 Meet the needs of the ‘Time Poor’ – they are looking for options and this may 
well balance the risk.                                                           
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