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Running their business on traditionally Western principles like most banks Kiwibank 
wants to work in a way that speaks more holistically to all Kiwi, and respects the 
cultural foundations of Aotearoa – te ao Māori. 
 
Kiwibank works with around one million New Zealanders, with support from more 
than 2,000 kaimahi (staff) in branches, contact centres and corporate offices. 
 
In early 2020, Teaho Pihama was appointed Kiwibank’s Head of Māori Advisory, tasked 
with advancing investment in Māori outcomes and understanding at Kiwibank. That 
July, with a team of supporters, the Kiwibank Rautaki Māori was presented to the 
Executive team, Board Chair and members of Te Pūtea Matua, the Reserve Bank of 
New Zealand. 
 
“Kiwibank and Māori have a natural alignment in our values and purpose. As an 
organisation operating in Aotearoa, we have an obligation to support Māori 
aspirations,” says Teaho. 
 
Head of People Experience Jess Segal says the Kiwibank rautaki works towards 
increasing the knowledge, capability and comfort of all kaimahi to engage with te ao 
Māori.   
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“We’re supporting all our kaimahi to understand 
how their decisions impact Māori and giving them 
the confidence to weave te ao Māori into the way 
they work with each other and our kiritaki 
(customers),” she says. 
 
The rautaki is driving a wide range of activity, 
actions and initiatives. These include a te reo 
Māori and te ao Māori development and 
leadership framework involving the Executive 
leadership team and around 60 kaimahi from 
around the business, an app to support all 
kaimahi to learn te reo Māori me ōna Tikanga 
(custom), the establishment of Kiwibank Māori culture networks across the country, 
and the incorporation of te reo Māori into the Kiwibank purpose and values.   
 
“Establishing Te Uepu Māori o Kiwibank, a group of Māori and advocates, has been a 
huge support for our rautaki. While making everyday use of te reo Māori the norm in 
our business is one of the goals for this group, one of their biggest achievements has 
been composing and embedding our Kiwibank waiata, Pūrangiaho,” says Jess. 
 
The expectations of the rautaki were communicated to all kaimahi, and off the back 
of this a group called Te Rito was created on Workplace, the bank’s digital social 
platform, as a place to share content developed by Kiwibank’s communications team 
and for everyone to engage and share their experiences.   
 
A highly engaged executive team attended an offsite wānanga at Ōrākei Marae in 
January to immerse themselves in kaupapa Māori. After this their 12-month te reo 
Māori and te ao Māori programme began to continue their learning and increase their 
confidence so they can lead by example and effectively support the delivery of the 
rautaki. 
 
As part of delivering the 
rautaki, the wording of 
Kiwibank’s purpose was 
challenged. 
 
Since 2002 their 
purpose had been “Kiwis 
making Kiwis better off.” 
 
“We realised that using 
the letter ‘s’ in te reo 
Māori is both incorrect 
and disrespectful. Our 
purpose is now ‘Kiwi 
making Kiwi better off’. 
Kaimahi have adopted 
this change confidently 
and proudly, which we 
take as a signal of how 
well we’re integrating te 
ao Māori into our 
everyday at Kiwibank,” 
says Jess.  
  
 

“As an organisation 
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THE AIM 
Recognising that banks are established on traditionally Western principles, Kiwibank 
wanted to change that by establishing an approach that incorporates te ao Māori 
throughout its organisation. 
 

STRATEGIES FOR SUCCESS 
• In July 2020 Kiwibank’s Rautaki Māori was introduced, incorporating: 

o A te reo Māori and te ao Māori development and leadership framework 
for the Executive leadership team 

o A Kiwibank te reo app, and an online te ao Māori ‘centre of excellence’ 
covering Marae customs, creating personal mihi, basic language and 
pronunciation 

o Specific training and support for kaimahi in marketing and 
communications 

o Te reo Māori incorporated into the Kiwibank purpose and values 
o Data analysis to understand kaimahi and kiritaki metrics to inform 

decision making and plans for the future. 
 

• Te Uepu Māori o Kiwibank, a group of Māori and advocates established to 
support te reo Māori me ōna Tikanga. 

• The ‘Te Rito’ digital platform launched for to share and engage. 
• Leadership pledge to: 

o Engage confidently in te reo Māori me ōna Tikanga 
o Understand how decisions they make can contribute to improving 

outcomes for Māori in a meaningful way 
o Support the wider team on their journey. 

 
RESULTS AND BENEFITS 

• More te reo Māori in Kiwibank brand and marketing work and recruitment, 
along with the rautaki, have contributed to Kiwibank becoming an employer 
of choice for industry leaders who wouldn’t have identified them as a 
prospective employer previously. 

• Increased use of te reo both internally and with customers has led to a 
broader understanding of Tikanga Māori and the impacts this has on decision 
making 

• Frequent use of the waiata means it has become a symbol of the Kiwibank 
whānau and a way to proclaim a sense of belonging. 

 

KEY LEARNING 
For many Kiwibank kaimahi, increased use of te reo Māori in the workplace, the 
introduction of the organisation’s waiata, and more opportunities to get involved via 
the national network of advocates has made them feel they’re not only embracing 
Māori generally, but have a platform to be themselves. 
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