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Simplifying social impact measurement

| had the privilege in public life to work with people who understood the
need for positive change in the lives of those around them and worked
hard to achieve it.

Our social services do a tremendous job of bringing positive change to
our most deserving individuals and communities. These organisations
are built by volunteers and community workers who dedicate their lives
to helping others.

Social service workers can see the positive impact of their work. Children
thriving, families united, jobseekers in new employment and people
empowered to change their life course.

With more tools they could do more good. | want to help them by finding
ways to make sure that effort is recognised, results are measurable and
they can make decisions about how to do more good.

ImpactLab grew from a desire to make available to community
organisations tools that use the power of public information and the
latest technology, so these organisations can change more lives.

By measuring social change and positive outcomes, ImpactLab enables
charities and social service providers to speak the language of funders,
investors and governments.

It has been a pleasure to work with DebtManagers to learn how this
organisation changes lives throughout New Zealand.

Calculating social value helps inform decision making and investment
and enables you to do good, better.

Thank you for joining us on this journey.

%

Sir Bill English
ImpactLab Chairman
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GoodMeasure Summary

GoodMeasure connects decision makers with information they can act on to grow their
social impact. It supports organisations to focus on investment that works for communities
so that people can live the lives they choose.

Through the GoodMeasure journey ImpactLab supports our customers to understand
their social value and empowers them to further understand their data, people and
impact stories.

We use a standardised methodology that draws on publicly available data, academic

research, and an organisation’s own data, to estimate social value and a social return on
investment (SROI).

Understanding social value
Social value is the social impact in dollar terms that a

programme achieves for participants over their lifetime.
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Throughout our lives, different events occur which impact our overall wellbeing trajectory.
ImpactLab measures the impact on an individual's wellbeing across multiple domains
when they're supported by a programme to make positive changes in their life.

We measure this impact in terms of both positive benefits (such as increased income)
and avoided costs to government.

To calculate social value, we combine these impact values with
Evidence from global literature about how effective a programme can be.

The size of the opportunity for the people an organisation serves to achieve
more positive outcomes.

The number of people supported.
By combining these inputs, the social value calculation helps us understand how a

programme or intervention helps change lives for the better. We combine the social
value with cost information to calculate a programme’s social return on investment.

GoodMeasure for DebtManagers

DebtManagers helps their customers achieve financial
stability and confidence, peace of mind as well as inclusion
within the New Zealand financial system. They aim to help
customers reduce and eliminate their debt and the associated
stress of debt on personal and family life. It's human-centred
approach to debt management and financial empowerment
incentivises engagement. Via personalised repayment plans,
~75% of customers who engage, at least partially, with
DebtManagers pay off the entirety of their debt.

Who does DebtManagers serve?

DebtManagers approach enables customers to set sustainable and achievable
repayment plans that mean customers can repay their debt, without accruing
excessive interest or other fees.

What does DebtManagers do?

DebtManagers locates customers, proceeds through various stages of notification
and communication in relation to the debt (non-contact notices (letter, text, email),
phone contact, in-person contact, legal action). At each stage referral is made

to financial mentors / budget advisors to support customers. DebtManagers at
the relevant stage will sign a customer up to an arrangement for them to repay
their debt. No fees or excessive interest is added onto the debt amount and the
repayment amount is set in collaboration with the customers with small minimum
repayment amounts and no repayment time horizons set. DebtManagers contacts
and supports customers in the event they miss / default on a payment.

What outcomes does DebtManagers
3im to create?

Improve mental health 3
"AG'
! i
Reduce addiction - =
r h _
Reduce debt L\ RN i
\s a’ Ty
= ; ]
Reduce emergency benefit L AN
Reduce risky behaviour
GoodMeasure outcomes Additional outcomes
These outcomes directly contribute to this These outcomes indirectly contribute to this
year’s social value calculations. year’s social value calculations.
Improve mental health Increase financial literacy
Reduce addiction Reduce financial burdens
Reduce debt Increase financial resilience

Reduce emergency benefit
Reduce risky behaviour

DebtManagers'
impact

Social Value

$160,113,092

Social value definition

Social value
generated for
each participant
(54,816 engaging)

Measurable
benefits as 1030%

proportion of

programme cost

Cost of the
programme per $182
participant

The social value metrics were calculated on
the basis that no interest was charged to
participants within the measured period in
scope.

When we take into account the
operating costs of DebtManagers,
we can calculate the social return
on investment that is generated for
every dollar in the programme.

Social Return
on Investment

$1:310.30

Every $1 invested in
DebtManagers results in
$10.30 returned to NZ
(1)July 2023 -

30 June 2024)
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Period in scope PS
1 July 2023 - 30 June 2024

s DebtMlanagers’ people
Addts e

DebtManagers' mission is to empower New Zealanders

Note: SROI based on meaningful engagement of 64,124

particpants Thre are other partcipants who have engaged to overcome their financial hardships and build a
ot e cmaforsepuponofmssio 1 better future for themnselves and their families. The
.......................................................... |_ ocatlon organisation not only addresses the debt issues of
New Zealand | IfS customers but also recognises that debt is an
\‘ emotional and psychological problem. DebtManagers
Ly i achieves positive transformation through effective debt
‘*w management and repayment processes as well as
tf . additional support services for its customers.

” i There are many reasons why people in New Zealand face financial
i struggles, including low income, adverse emotional, mental and
i physical well-being, shame, poor financial understanding, and
# i unfair debt collection processes. Debt collection processes
P i in New Zealand add, on average, 30% of the debt amount in
collection costs and other fees. Additionally, debt facilitators
and loan sharks are typically predatory and charge high interest
rates, on average 27%, that make debt and capital repayment
difficult for customers in turn impacting their overall financial
wellbeing. The services offered by DebtManagers include debt
consolidation, referral to government funded budgeting advice
and planning, and debt forgiveness programmes for those most
vulnerable and/or willing to engage in budgeting services.

DebtManagers work closely with their customers to determine
reasonable repayment amounts and intervals to create
personalised and realistic repayment plans, with no maximum
term, excessive interest or collection charges. This approach
helps customers take ownership of their financial situation and
work towards their goals at their own pace, giving them clarity
around their financial requirements and reducing the mental
burden of financial confusion. The organisation also provides
ongoing support and advocacy to ensure customers stay on
track and achieve their goals through referrals to mentoring and
other services. The organisation believes that reducing debt,
and improving financial literacy and self-efficacy are essential to
long-term financial well-being. Therefore, they work primarily with
customers to reduce debt and establish affordable repayment
plans but strive to build their customers' financial knowledge
and skills, develop healthy financial habits, and address the root
causes of debt.

DebtManagers' focus is to help customers achieve greater
financial stability and well-being by reducing debt, improving
credit ratings, and- focusing on the customer themselves, not just
the debt they owe.

ImpactLab GoodMeasure Report
DebtManagers: April 2025



The change journey

DebtManagers seeks to create a change in their customers' financial situations by helping
them become debt-free and achieve inclusion in our financial system.

Debt purchase and
customer handover

Personalised debt
repayment plans

Discharge and rehabilitation,
updating credit data

Programme entry

Participants enter the programme after
DebtManagers purchases debt portfolios in
which participants have unpaid debt and then
they engage with DebtManagers.

DebtManagers purchase unpaid debt and
manage customer handover.

Following failed collections by internal
collection / treasury teams at the
corporate, debt tends to go to a debt
collection agency first, where it's
worked for up to 3 or 4 years and

is still not collected.

In some instances, the debt may be given
to another debt collection agency.

Debt is then purchased by DebtManagers,
the customer is notified that DebtManagers
are now the owners of the debt.

DebtManagers purchase the debt at
any stage within five years of the last
interaction with the company (e.g.,
payment amount, final invoice raised).

Typically, the debt is purchased on the
assumption that it is not going to be paid
back (given other collection teams/agencies
have already attempted collection).

DebtManagers purchases debt that it
believes in can steward to be repaid.

Upon initial engagement DebtManagers
refers customers to budget advisors and
financial mentors, i.e., brochures for Good
Shepherd, MoneyTalks, MSD mentoring
referrals. Customers are provided contact
info in their debt transfer communications.

If, following non-contact methods (email,
text) and phone contact, customers do
not engage, DebtManagers will then

visit customers at their known address
to try and create an understandable,
affordable and fair repayment plan, build
relationships and understand customer
situations to begin tailoring the collection
process to suit the customer.

A personalised customer experience

DebtManagers’ approach is focused on
helping customers create personalised,
sustainable repayment plans either over the
phone or via in-person visits at their home.

Customers are empowered to create their
own payment plan that is feasible and
reasonable: they decide how frequently
they will make repayments (weekly/
fortnightly/monthly) and how much they
are going to repay in consultation with the
DebtManagers agent.

Personalised debt repayment plans have
no excessive interest, fees or penalties,
and no maximum repayment period.

As DebtManagers owns the debt, they
have full discretion to forgive the debt
where they deem appropriate or offer
discounts on the total amount to better
accommodate full settlement and prompt
repayment.

DebtManagers does not prescribe a
maximum period in which a customer
needs to repay the debt. Usually, a
maximum period will drive a harsher
collection style, but DebtManagers
work flexibly with customers so that
the reasonable period for repayment
of the debt is based on the customer’s
circumstances, capacity to pay and desire
to remove the debt (and consequently
update the customer’s credit rating).

Where possible (i.e., DebtManagers has
previously purchased other debts relating
to the customer), a customer’s debt is
consolidated - customers often don't
know how much debt they have, and this
allows them to be more informed about
their finances.

DebtManagers also provides an online
portal where customers can clearly
check status of their debt and will
receive 145day/180day statements
providing updates on the status of
the debt by mail or email.

NB: the process of creating a personalised
repayment and debt management plan can
serve as an informal financial mentoring
process for some customers.

Referral to financial mentors

DebtManagers will always refer customers
to a financial mentor - e.g., include contact
info for budget advisors/Good Shepherd
brochure when they first notify the customer
that DebtManagers has purchased the
customer'’s debt, and whenever they send
correspondence about repayments.

Only a very small number of customers
will engage with a financial mentor - 1% of
customers engaging is “a good case”.

Credit and consumer rehabilitation

Once debt is repaid, DebtManagers staff
will update the customer's credit data, to
facilitate rehabilitation of these customers
back into the financial system.

Improving their credit score allows
many customers to better interact

and integrate with our financial system.
Where they were previously alienated
because of a bad credit score, improved
scores allow customers to undertake
everyday engagements with the
financial system through employment,
accommodation and credit

application processes.

Although credit scores may take some
time to materially improve and reflect
discharge of a previous default, updating a
customer’s credit data will positively affect
the credit algorithm. As well as everyday
transactions (like accommodation and
employment checks), better credit scores
enable access to a lower cost of finance
moving forward. This can build a positive
credit experience and further improvement
of the customer’s credit score.

Debt forgiveness

DebtManagers forgives at least 5% of the
debts owed in any financial year.

Debt is forgiven where:

A customer engages with a financial
mentor for at least 3 months (approx. 1%
of customers take up this opportunity).
DebtManagers will still write off the debt
after they have initiated legal action, if
the customer successfully engages with a
financial mentor for 3 months - but in this
case, they will request a court order for
recovery of any legal costs.

During a monthly reconciliation, the
DebtManagers General Manager identifies
debts as being held by particularly
vulnerable members of society (based on
factors including geographic location,
unwillingness to engage with DebtManagers,
debt type and age of customer).

Outcomes map

The outcomes that DebtManagers aims to achieve and how these are reflected in the
GoodMeasure calculation.

Referral channels

4

DebtManagers purchase unpaid debt from
New Zealand and Australian based companies

N

Client description

DebtManagers purchase unpaid (often described as “difficult”) debts from companies operating in
New Zealand and Australia, then manage debt repayment and consolidation.

Intervention structure

Debt purchase and Personalised tailored Discharge and rehabilitation,
customer handover experience updating credit data

) 4 . ’

GoodMeasure outcomes Additional outcomes

These outcomes directly contribute to
this year’s social value calculations.

These outcomes indirectly contribute to
this year’s social value calculations

Improve mental health Increase financial literacy
Reduce addiction ‘ Reduce financial burdens
Reduce debt Increase resilience
Reduce emergency benefit
Reduce risky behaviour
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GoodMeasure results summary

In FY24, DebtManagers delivers $160,113,093 of measurable good to society in New Zealand.

DebtManagers' real-world value is even greater than this, as some outcomes such as increased resilience
cannot yet be directly quantified with available data.

Improve mental health

Social value breakdown

DebtManagers creates social
value across different aspects
of people’s lives.

This chart shows the breakdown

of social value created according to
the Living Standards Framework.
Each domain highlights a different
aspect of wellbeing.

P>

Social Value

$160,113,092

o >

Reduce risky behaviour A

Social value by domain (%)

1% Work, care and volunteering

1% Safety

32% Income, consumption and wealth

67% Health

0 10 20 30 40 50 60 70 80

When we consider the operating costs of DebtManagers, we can
calculate the social return on investment that is generated for
every dollar that is invested in the programme.

Social value generated for
each participant; $2,497

Measurable benefits as
proportion of 1030%
programme cost:

Cost of the programme
per participant: $182

Social Return
on Investment

$1:310.30

This means that every
dollar invested in

Net SROI $9.30
$10.30 of measurable
Every dollar good to New Zealand.
invested in $1
DebtManagers (1July 2023 - 30 June 2024)

DebtManagers delivers

The Living Standards
Framework is a practical
application of national and
international research around
measuring wellbeing.

It was designed drawing

from the Organisation for
Economic Co-operation

and Development’s (OECD)
internationally recognised
approach, in consultation with
domestic and international
experts, and the NZ public.

Definitions

Income, consumption and
wealth:
People’s disposable income

Health:
People’'s mental and physical
health

Work, care and volunteering:
Freedom from unemployment

Safety:
People's safety, security and
freedom from risk of harm

The social value metrics were
calculated on the basis that

no interest was charged to
participants within the measured
period in scope.

The cost data provided
($15,577,179) is inclusive of all
attributable costs of delivery within
the period in scope. Operating
expenses include: overheads, staff
salaries, collection logistics, cost of
loaning capital and debt write off.

ImpactLab GoodMeasure Report 1 0
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GoodMeasure trend analysis

ImpactLab's methodology continues to improve over time and this can affect how social value metrics
are calculated. Therefore, previous years' results are re-baselined to enable meaningful comparison
against the current year's social value metrics.

The re-baselined figures show what the social value metrics of the FY22 GoodMeasure would have
been if it was measured today. The results of the FY23 GoodMeasure remain unchanged if it was measured today.

FY23
FY22 ReMeasure) FY24 %
e
(Re-baselined) ( (ReMeasure) Change

13,709,261 $15,577,179

Total investment $10,537,439 SilEp0sAe +14%
11 72 $160,113,092

Total social value $76,997,012 S +39%
:$8. 1:$10:30

SROI $1:$7.00 JISAAEY I +22%

Cost per participant

$271 $188 .
2,108
Social value per participant $2,534 . +18%
| I

In FY24, the scale of DebtManagers operations has increased with 17% more customers. Despite the
increase in overall investment, the larger scale has enabled 3% lower cost per person. Combined with a
22% increase in social value due per person due to higher average debt levels and greater opportunity in
mental health and addiction, this resulted in a 22% increase in SROI from FY23 to FY24.

Cost and social value per participant

$3,000
$2,500
$2,000
$1,500

$1,000 Participants

80,000

Social value per participant

40,000
$500

10,000

o

$0
$0 $100 $200 $300 the size of the bubble
reflects the number of

Cost per participant participants starting.
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There are three key drivers of
social return on investment:

the investment required to

Cost deliver the programme.

the number of people

oY V| Efdfe] gl Or whanau meaningfully
engaged by a programme.

the long-term social value
I IR created in the lives of each
person engaged.

For DebtManagers, the 22% increase in
SROI from FY23 to FY24 was predominantly
driven by a 17% growth in customers

who presented with greater opportunity
for mental health, addiction and higher
average debt than the previous year. This
has resulted in an 18% higher social value
per participant, while cost per participant
reduced by 3%.

\

Cost per participant

$300
$250
$200
$150

$100

$50

$0

Average debt amount =

$3,000
$2,500
$2,000
$1,500
$1,000

$500

$0

FY23 FY24

The average debt per customer increased
by 43%. This is the main driver of the
increase in social value per participant.

FY23 Fy24

Whilst the total investment for DebtManagers
increased, the 3% decrease in cost per person
participant reflects the economies of scale as
they reached more people.

\/

Participation

90,000
80,000
70,000
60,000
50,000
40,000
30,000
20,000
10,000

0

A

+-early

exits

25% rea rly
(18,272)

75%
75% (64,124)

(54,816)

+total
engaged

+ total
engaged

FY23 FY24

In FY 2024, DebtManagers had 64,124
engaging participants, an increase of 17%
from the 54,816 in FY2023. The engagement
rate is still assumed to be 75%, based on
historic data of the default rate.
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GoodFeatures

GoodFeatures are actionable insights drawn from literature. Research has
connected these actions with positive outcomes for participants.

Use GoodFeatures to prompt discussion about your programme and service
delivery compared to examples of effective practice from international literature.

& Personalised + The programme offers personalised debt assessments to understand each
Debt Assessment individual's financial situation and debt burden accurately.

and Planning + The programme creates personalised repayment plans based on individuals' income,

expenses, and debt obligations, ensuring realistic and achievable goals.

+ The programme provides ongoing support and guidance throughout the debt
repayment process, offering assistance and advice as individuals progress towards
becoming debt-free.

+ The programme educates individuals about financial literacy, helping them develop
essential money management skills for long-term financial stability.

+ The programme offers debt consolidation services, combining multiple debts into a
single, more manageable payment, simplifying the repayment process.

+ The programme provides tools and resources to track progress and monitor debt
reduction, allowing individuals to visualise their journey towards financial freedom.

¢ Empowerment + The programme prioritises the emotional well-being of individuals struggling with
and Additional debt, building in referral to counselling and support to alleviate stress and anxiety
Support associated with financial difficulties.

+ The programme assists individuals in understanding their rights and options
under relevant debt legislation, ensuring fair treatment and protection from
predatory practices.

+ The programme promotes financial responsibility and accountability, empowering
individuals to take ownership of their debts and actively work towards a resolution.

+ The programme provides referrals to additional resources and support networks,
such as debt counselling, legal aid services or community organisations, to address
related financial and legal issues.

+ The programme celebrates milestones and successes along the debt repayment
journey, fostering motivation and a sense of accomplishment for individuals as they
make progress towards becoming debt-free.
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Appendix

About ImpactLab

The team at ImpactlLab share the goal of

Key Terms

Below is a list of definitions of key terms

helping all organisations do good, better. contained in this report.

Note:

Data and percentages
throughout this report
may have been rounded.

Our story

Our team at ImpactLab has seen
the power of understanding social

change. Our founders came together

working in the public sector, where
we led the development of new
processes to link social value
measurement with decision making.
We believe that all organisations
should be able to understand and
improve their social impact. Our
mission is to help impact creators
and investors make decisions that
change more lives.

Our team

Amount invested

Programmes

The dollar amount that has been
invested in a specific programme,
in New Zealand dollars.

Cost per person

The services delivered by the

provider for the amount invested.

Social ROI

The dollar amount invested in
the programme divided by the
number of people supported
by the programme (including
those who did not successfully
complete it).

Domain

This is the Social Return on
Investment. It is calculated
by comparing the social
value generated by

the programme to the
amount invested in it.

Social Value

To make better decisions, it's crucial
to consider both the hard facts and
the human stories that substantiate
them. Our family of researchers,
data scientists and statisticians are
committed to combining powerful
analytics with what you know works
for your community.

Alongside expertise in data-driven
decision making, our team brings a
wealth of real-world experience. We
are parents, teachers, volunteers
and customers of social services.

Contact us

A domain is a way of dividing or
filtering the subject and outcome
material in your ImpactLab
results. ImpactLab refer to
domains as per the New Zealand
Treasury's Living Standards
Framework domains.

Population

@impactlabnz

ImpactLab Ltd

@ImpactLabNZ

www.impactlab.co.nz

info@impactlab.co.nz

The group of people supported
by the programme, in terms of
age, gender, and ethnicity.

The social impact in dollar
terms that the amount invested
achieves for participants over
their lifetime. The social value

is calculated by combining
impact values with a service
delivery quality score, the size
of the opportunity to support a
population, and the number of
people supported.

Attribution

Some data and information
used in the Social ROl
calculations is licensed under a
Creative Commons Attribution
4.0 International (CC BY 4.0)
Licence. It is attributed to the
NZ Treasury.

Disclaimer

This disclaimer sets out
important information about
the scope of our (ImpactLab
Limited) services. It should be
read in conjunction with the
contract that we have entered
into with you (or your company/
organisation) for our services,

including the applicable terms
and conditions.

We have endeavoured to
ensure that all material and
information on GoodMeasure,
including all ROI calculations
and impact numbers (together
the information) is accurate
and reliable. However, the
Information is based on various
sources, including information
that you have provided to us,
which we do not independently
verify. Accordingly, we do not
provide any representations

or warranties in relation to

any information, including

any representations or
warranties relating to the
accuracy, adequacy, availability
or completeness of the
information or that it is suitable
for your intended use. We do
not provide advice or make any
recommendations in relation to
decisions, financial or otherwise,
that you may make.

HE0BGE
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How we measure social value

Our consistent approach to measurement enables comparisons

across wellbeing domains and over time.

17 |1

Map programme
dimensions

Clean and
analyse data

Collect and
synthesise literature

Calculate impact

Map social value
to frameworks

ImpactLab engages with
providers to understand their
people, their service and the

outcomes they seek to achieve.

ImpactLab uses the best of

data about people’s lives to
understand what works, for
whom, at what cost. We combine
publicly available insights from
the NZ Treasury, NZ Statistics
and other sources. Impact values
produced using Statistics NZ's
Integrated Data Infrastructure are
a particularly valuable resource.
The IDl'is a dataset containing
information on every New
Zealander about many areas of
their lives - education, health,
social welfare, employment and
others. It's anonymised, so we
can't identify anyone. This adds
up to over 166 billion facts, for
nine million New Zealanders
(some have left the country, and
some have passed on), for more
than a generation of us.

ImpactlLab draws on the best
academic impact literature from
around the world. We access
globally screened evidence
from top universities and
governments to estimate how
impactful a programme can be.
We also identify service delivery
model features associated with
the most effective programmes.

Our algorithm combines

New Zealanders' life experiences,
with the wisdom about what
works from the brightest minds
across the world, with what we

know about need in communities.

This combination of system level
insights and grassroots know-
how means we can consistently
calculate the expected impact
of a programme, and the social
return on investment.

Because we start with individuals’
experience, we can organise
our insights into the relevant
government and international
frameworks. The New Zealand
Treasury's Living Standards
Framework (Living Standards
Framework) is the Treasury's
way of systematising wellbeing.
It has four ‘capitals’ - social
capital, financial and physical
capital, human capital and
natural capital. ImpactLab’s
GoodMeasure tool links the
social value and return on
investment created to domains
within human capital.

We can also map social value
and return on investment to
the relevant OECD Sustainable
Development Goals.
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