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Some of EQC's Statement of Performance Expectations (SoPE) measures 

for 2027/22 relating to customer focus were not achieved due to landslip 

claims taking longer to resolve due to their technical nature. 14 

Nelson and Marlborough Flooding 2022 

On 17 August 2022 continuous heavy rain in the Nelson and Marlborough 

areas caused severe landslips and flooding. The rain caused more than 550 

landslips with at least 1,200 people evacuated from their homes. This 

resulted in 1,515 EQCover claims being received. As of 31 March 2024, there 

are 51 remaining claims to be settled. These are claims where access to the 

site has been compromised so assessments have been delayed or they are 

recently lodged claims (homeowners have up to 2 years to lodge a claim). 15 

Response to significant natural disaster 

When a natural disaster happens, the insurance response may need extra 

management support and resources to enable the processing of claims 

quickly and effectively to support improved customer outcomes. The 

NDRA makes a distinction between 'business as usual' insurer response to 

natural hazard events and response to a 'significant natural disaster event', 

which is defined as: 

• a natural disaster event or a series of natural disaster events resulting

in the lodgement (in total, measured across all insurers) of more than

15,000 EQCover claims with the insurers, or
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• a natural disaster event or series of natural disaster events that EQC

and the insurers agree should be treated as significant in nature due 

to the complexity of such event(s).

This is of significance as a declaration of a significant natural disaster event 

under the NDRM means that the performance measures relating to claims 

management within EQC's SoPE can be negotiated. EQC and insurers have 

developed several processes and documents to support management of 

significant disaster events, including the: 

• 

• 

• 

• 

• 

EQC Event Response Plan 

Joint Event Response Guide 

NDRM Event Communications Plan 

Event Response Team Procedures, and 

Rapid Reconnaissance Plan . 

Together these documents are intended to support a coordinated 

response that benefits customers. The planned response framework 

envisages EQC staff readiness staff working alongside the RLGG to decide 

whether the natural hazard event should be treated a 'significant natural 

disaster event'. 
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