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This is the estimated total social
value for all 72,118 customers who
meaningfully engaged in the
programme. The social value per
person for programme
participants is $3,446.

$248,484,804
Total Social Value

$1 : $12.60

SROI
(Social Return on Investment)

For every $1 invested into the
programme, an estimated
$12.60 of social value is
returned to Aotearoa New
Zealand.

Executive summary

Programme details: DebtManagers supports individuals with unpaid or overdue debt by contacting
customers, understanding their circumstances, and working with them to find fair and manageable repayment
pathways. Through letters, calls, visits, and referrals to financial mentors, customers receive guidance to
stabilise their finances without added fees or excessive interest. This approach reduces financial stress,
strengthens long‑term financial wellbeing, and helps customers regain confidence and control over their
financial future.

Outcomes: Academic literature from local and international sources has been reviewed to estimate the
effectiveness of DebtManagers. This evidence has helped estimate five GoodMeasure outcomes that the
programme creates, with the ‘Improve mental health’ and ‘Reduce debt’ outcomes being the largest drivers of
social value. Across different government ministries, the majority of the monetary social value estimated for
the programme is attributed to the Ministry of Social Development. 

Data Quality: When considering the inputs to the social value calculations, the data quality provided by
DebtManagers sits at moderate for opportunity and effectiveness, while sitting at emerging for population
and cost. In terms of the social value ImpactLab is able to capture within its methodology, data quality for
outcomes relative to the programme’s intervention logic can be considered as moderate.

Insights: Relative to other programmes measured by ImpactLab, DebtManagers sits in the broad impact
range for cost and social value per person. Strengthening participant engagement analysis would provide
clearer evidence of how involvement changes over time, while capturing repayment plan completion rates
would help demonstrate the programme’s effectiveness in supporting sustained financial outcomes. Collecting
data on customers who engage with financial mentors, alongside tracking uptake of one off or emergency
grants, was identified as a key opportunity to improve data quality and better evidence the full impact of the
programme.

Congratulations to the DebtManagers team for completing the GoodMeasure Renewal process. 

Ngā mihi nui,

In March 2026, DebtManagers partnered with ImpactLab to refresh their 2025 GoodMeasure and
assess the impact for customers who started their engagement between 1 July 2024 and 30 June
2025. 

This year’s GoodMeasure Renewal shows a slight decrease in SROI, from a rebaselined $13.20 in
2025 to $12.60 in 2026. This change reflects rising programme costs and increasing complexity in
customer circumstances, including higher average debt and greater financial pressure at the point
of engagement. Despite this, DebtManagers continues to deliver strong and consistent impact, with
social value per customer increasing and outcomes remaining stable for a growing and increasingly
diverse customer base.

This is the total cost required to
deliver the programme during the
period in scope. The cost per
person for programme
participants is $204.

$19,647,727 
Total Programme Costs
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What is GoodMeasure Renewal?

It offers:
methodological enhancements that ensure your results remain robust and comparable over time,
including updated outcome values, improved datasets, expanded evidence libraries, and refined
taxonomies
clear year‐on‐year insights into programme engagement, reach, outcomes, and emerging needs
practical guidance that highlights developing strengths, areas for refinement, and opportunities for
future scaling
a strengthened foundation for decision making, helping you understand changes in impact over
time and plan your next steps with confidence

Together, these insights equip you with a clearer, more reliable understanding of your impact journey
and the evidence you need to move forward purposefully.

GoodMeasure Renewal is designed to meet you where you are, helping you understand how your
impact is evolving and providing a clear, consistent view of what has changed over time. As
ImpactLab’s methodology continues to strengthen through updated outcome values, expanded public
datasets, a broader evidence base, and refined taxonomies, your Renewal ensures results remain
rigorous, transparent, and directly comparable year on year. By revisiting your measurement annually,
you gain meaningful insights into shifts in engagement, reach, and outcomes, enabling confident,
evidence‐informed decision making and revealing opportunities to refine and scale your work.
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How we define and measure social value 
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Social value is the estimated social impact in dollar terms that a programme achieves for participants over their
lifetimes. ImpactLab considers the difference between the life trajectory that participants would be expected to
follow without receiving a programme’s support, compared with the life trajectory that is made possible for
participants as a result of engaging in a programme. The differential between the expected life trajectory and the
possible life trajectory is the social value created. 

How ImpactLab defines social value

ImpactLab measures the social value of a programme by estimating both the positive benefits it creates, such as
increased educational attainment or improved wellbeing, and the costs it helps avoid for government, such as
reduced use of health or justice services.

To calculate total social value, ImpactLab considers four levers: the number of people supported, the level of need at
programme start, the outcomes being achieved, and the strength of evidence showing that these outcomes are
being delivered. All four levers are then divided by the total cost to deliver the programme, resulting in the Social
Return on Investment (SROI) metric.

How ImpactLab calculates social value

impactlab.co.nz
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DebtManagers’ customers are individuals with outstanding debts who are supported through a structured, fair, and
transparent communication process via phone calls, in‐person visits, and, when necessary, legal action. Throughout
this process, customers are encouraged and supported to connect with financial mentors or budget advisors who can
help them better manage their circumstances.

The team works with customers to establish a realistic and manageable repayment arrangement. DebtManagers
maintains regular contact to adjust plans if a customer falls behind or experiences hardship. This approach centres on
understanding each person’s situation and agreeing on repayment timeframes that are achievable and supportive of
long‐term financial stability.

Beyond repayment planning, DebtManagers provides ongoing support aimed at reducing debt stress, stabilising
financial circumstances, and improving customers’ long‐term outcomes, including strengthened credit standing and
greater financial confidence. This includes hardship support, referrals to financial mentors, and tailored check‐ins
aligned with each customer’s needs. The company also operates a debt relief process, wiping the debts of customers
whose circumstances and vulnerability mean they would be detrimentally affected by repaying the debt, helping at-
risk customers improve their wellbeing and get back on their feet.

This Renewal provides an updated view of the impacts generated across this programme and supports
DebtManagers’ ongoing cycle of using their data to improve customer experience, strengthen service delivery, and
enhance financial outcomes. It also offers a clearer understanding of how customer needs and service patterns have
evolved over time.

Please refer to the intervention logic on page 9 for a detailed outline of how DebtManagers’ activities contribute to
both short‐ and long‐term outcomes.

For this Renewal, ImpactLab assessed DebtManagers’ services delivered between 1 July 2024 and 30
June 2025, building on the third GoodMeasure Renewal completed in 2025. The scope of
measurement remains consistent with previous years and reflects how DebtManagers engages with
customers from first contact through to repayment support and wider financial stabilisation.

6impactlab.co.nz GoodMeasure Renewal Report

Scope of this social impact measurement 
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SROI

$10.3
$13.2

2025 2025
(Rebaselined)

SROI

$13.2 $12.6

2026
(Actual)

2025
(Rebaselined)
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Year-on-Year Measurement 

As ImpactLab’s GoodMeasure methodology evolves, improvements in evidence libraries, public
datasets, outcome valuations, and taxonomies strengthen the accuracy and reliability of social value
results. To ensure that year‐on‐year comparisons remain meaningful, previous results are updated
using the latest methodology. This process, known as rebaselining, ensures that changes over time
reflect genuine shifts in delivery, engagement, and outcomes rather than differences in analytical
settings.

Rebaselining allows you to compare “apples with apples” by applying today’s improved methodology
to last year’s data. This means that when reviewing trends, you can be confident that any differences
reflect real changes in programme performance, not changes in how ImpactLab measures value. By
aligning all measurement years to the same methodological standard, you gain a clearer and more
accurate view of how your impact is evolving.

The graph below illustrates this process, showing last year’s original result alongside the updated,
rebaselined figure that will now serve as the benchmark for comparing current‐year results.

For DebtManagers, last year’s original SROI
of $10.30 has been rebaselined to $13.20
using the updated GoodMeasure
methodology. 

This uplift reflects internal methodological
improvements, including updated outcome
valuations, refreshed opportunity rates, and
strengthened evidence sources used to
calculate impact. 

These changes ensure that last year’s result is
now measured using the same analytical
settings applied to the current year.

Understanding the Rebaselining Process

This rebaselined value now serves as the official
benchmark for interpreting this year’s SROI of
$12.60.

All analysis in this Renewal uses the updated 2025
rebaselined figure to ensure a fair, consistent, and
apples‐to‐apples comparison across years. 

Using the rebaselined result as the starting point
provides a clearer, more transparent view of how
DebtManagers’ impact is evolving over time.

https://impactlab.co.nz/


Owing debt up to $10,000

Annual household income less than $50,000

Receiving government assistance

Can't afford basic living costs (e.g., rent, food, bills)

96%

64%

46%

40%

Started Meaningfully engaged
0
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Māori
34.7%

Pākeha
33.7%

Pasifika
24.8%

Other
4%

Asian
2%

Female
70%

Male
29%

Unknown
1%

96% of customers were carrying relatively
small debts of under $10,000, yet these
amounts create significant pressure for
people already struggling to cover the
basics. 40% of all customers entered debt
because they were unable to meet basic
living expenses, including housing, food, and
household bills and nearly half were
receiving government support to bridge their
essential costs.

DebtManagers’ customers face a number
of financial barriers and opportunities.

Opportunity
Customer starting state

Ethnicity breakdown 

Who DebtManagers serves
DebtManagers supports individuals who often face complex social and economic challenges,
including limited access to stable income, high‐pressure debt situations, and the ongoing
impacts of financial insecurity on wellbeing and stability. These circumstances make it difficult
to regain control of day‐to‐day finances and may place individuals and families at risk of
ongoing cycles of hardship.
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Of this number, 75%* of customers were
estimated to pay in full (PIF) or had their debt
forgiven during their engagement with
DebtManagers, which met DebtManagers’
definition of meaningful engagement. 

*The 75% engagement is based on DebtManagers’ historical
data from 2020-2024, reflecting customers who PIF by the
end of their engagement. This rate is considered valid for this
analysis.

Between 1 July 2024 and 30 June 2025,
DebtManagers supported 96,157
customers to make a payment under
their payment arrangement.

Population

Starting and engaging participants

impactlab.co.nz GoodMeasure Renewal Report

Gender breakdown 

A further 33.7% of customers were Pākehā,
24.8% Pasifika, and 2% Asian, reflecting the
diverse communities that DebtManagers
supports. 

Women make up 70% of those who
started with DebtManagers, and 35%
were Māori, highlighting communities
disproportionately impacted by financial
stress.

Demographics

https://impactlab.co.nz/
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SOCIAL VALUE

Measurable 
Outcomes

Entry pathway/referral
method:
When DebtManagers
purchases their unpaid debt
and notifies them of the
transfer, initiating
engagement through digital
communication, phone calls,
or home visits.

Assessments:
Staff assess customer
circumstances, capacity to
pay, vulnerability indicators,
and opportunities to
consolidate multiple debts
to improve financial clarity.

Critical engagement
elements:
Customers co‐design
flexible repayment plans in
a non‐punitive environment,
with trust built through
personalised engagement
and consistent
encouragement to access
financial mentoring.

Referrals: Customers are
referred to budgeting and
financial mentoring services
from first contact onward;
uptake is low, but referrals
remain a core and
consistent part of
communication.

Underpinning approach:
personalised,
relationship‐based
approach that empowers
customers to co‐design
sustainable repayment
plans with a focus on
financial rehabilitation.

Participant good
fit/eligibility criteria:
Individuals with long‐term
unpaid debt (typically in
external collections for 3–
4+ years) who benefit from
flexible, customer‐led
repayment options and
supportive engagement.

Programme deliverer and
qualifications:
Staff skilled in tailored
repayment planning,
customer engagement,
vulnerability assessment,
and credit rehabilitation,
with discretion to
consolidate or forgive
debt.

Physical and digital
equipment/tools:
An online portal for
repayment visibility,
multi‐channel
communications, and
referrals to financial
mentoring services.

Location/space:
Primarily via phone and
digital channels, with in-
person home visits used
where needed to
overcome digital or phone
barriers, build trust,
understand circumstances,
identify hardship or
vulnerability, and tailor
repayment plans.

Network/additional
resources:
Close relationships and
partnerships with financial
mentors and financial
capability practitioners.

Improve mental
health

Reduce addiction

Reduce debt

Reduce hardship
benefit

Reduce risky
behaviour

GoodMeasure
Outcomes
Measurable outcomes where
impact can be quantified in
dollar terms through
GoodMeasure and linked with
evidence to this programme.

Inputs
The core elements and features
used to implement the
programme.

How DebtManagers creates change
DebtManagers works with customers facing unmanageable debt, providing empathetic
engagement and practical pathways to improve financial stability. Through manageable
repayment plans and connecting customers to additional support when needed, the programme
contributes to stronger, more resilient financial futures for the people and communities they serve.

Establish sustainable,
realistic repayment
amounts, timeframes, and
expectations.

Gain clear visibility of their
debt status through the
online portal and
personalised
communication.

Feel more confident and
empowered to manage
their finances.

Develop an initial sense of
control and predictability
over their financial
situation.

Connected with tools and
services that can
strengthen financial
literacy/capability.

Experience reduced
confusion through debt
consolidation and
simplified information.

Understand their rights,
obligations, and available
support pathways more
clearly.

Build trusting, constructive
relationships with
DebtManagers’ staff.

Debt burden is reduced,
resolved, or more clearly
understood.

Lower financial stress.

Reduced mental and
emotional strain
associated with debt.

Credit data is updated and
improved.

Greater financial
empowerment.

Increased sense of
self‐worth.

Reduced feelings of
shame, embarrassment or
avoidance around debt.

Improved attitude and
behaviour toward money.

Activities
The activities associated with
delivering the programme’s
goals.

Outputs
The immediate and short-term
results are enabled by the
programme.

Outcomes
The positive medium- and long-
term results that are enabled by
the programme. These are key
mechanisms to achieve the
measurable outcomes to the right. 

Better positioned to avoid
future high-cost borrowing.

https://impactlab.co.nz/


The programme offers personalised debt assessments to understand each individual's financial situation and debt
burden accurately. 
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 provides tools and resources to track progress and monitor debt reduction, allowing individuals
to visualise their journey towards financial freedom.

Personalised Debt Assessment, Planning, and Relief

Reduce
debt

Reduce
hardship
benefit

GoodMeasure Outcomes

The programme prioritises the emotional well-being of individuals struggling with debt, building in referral to
counselling and support to alleviate stress and anxiety 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. 

Empowerment and Additional Support

GoodMeasure Outcomes

Improve 
mental 
health

Reduce 
addiction

Reduce 
risky
behaviour
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Evidence of DebtManagers’ effectiveness from academic
research
The domestic and global literature provides a moderate evidence base for the effectiveness of
analogous programmes in supporting individuals to manage their debt and support financial
wellbeing. We have identified the following effective practice insights derived from the literature
for programme reflection.  



$13.2 $12.6

$182 $204

$15,577,179

$19,647,727

$3,209 $3,446

$205,805,351

$248,484,804
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Year on year analysis: Key metrics
The year‐on‐year analysis highlights how DebtManagers’ population, cost profile, and social value
have shifted since the 2025 assessment. By comparing the rebaselined 2025 results with the
current scope of measurement, we can see the scale and direction of change across both impact
and delivery.

The small shift from $13.20 to $12.60 indicates
that DebtManagers continues to create strong
and consistent social value for each customer,
even as financial pressures and debt levels
have increased across the customer base. 

The stability of the SROI suggests that the
programme’s effectiveness has been
maintained, with customers still receiving high
value relative to the support provided. 

DebtManagers had a 5% decrease in
SROI compared to last year’s analysis.

SROI

impactlab.co.nz GoodMeasure Renewal Report

2026
(Actual)

2025
(Rebaselined)

Cost breakdown

Cost per customer has increased 12% and total
costs by 27% compared with the earlier
GoodMeasure, driven by changes in the scale,
intensity, and mix of support required. This shift
suggests that customers engaging this year
may need more sustained or complex
assistance, shaping the overall cost profile.

DebtManagers had a 12% increase in cost
per person, reflecting changing service
needs.

Cost

Social value breakdown

The 7% rise in social value per customer
indicates that DebtManagers is generating
more impact for each person supported and
suggests that the quality and depth of
engagement continues to strengthen outcomes.

Total social value increased 21%, with
higher value delivered per customer.

Social value

Total costsAverage Cost per customer

Total SVSV per customer

SROI

https://impactlab.co.nz/
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Reduce debt Large 100% of customers were in debt

72,118 participants
meaningfully

 engaged
$248,484,804

Improve mental health Medium
71% of customers had self-reported

depression

Reduce hardship benefit Medium
NEET data used to apply the

unemployed sub-population rate

Reduce risky behaviour Small General population data

Reduce addiction Small 8.1% of customers had alcohol issues

Outcomes
What outcomes can be

measured in dollar terms?

Opportunity
What is the size of

opportunity?

Total
social value

per participant group

Population
How many participants
meaningfully engage?

Effectiveness
What is the estimated

size of effect?

Cu
st

om
er

s

To estimate the total social value created by a programme, ImpactLab utilises programme-level data and evidence
available from the academic literature to substantiate what long-term outcomes a programme creates. These
outcomes are then matched against ImpactLab’s library of GoodMeasure outcomes. ImpactLab assesses for each
GoodMeasure outcome:

Effectiveness: programme-level data and findings from the academic literature are used to estimate how
effectively the programme achieves each outcome.
Opportunity: government and/or programme-level data is used to calculate the proportion of participants who
have the opportunity to achieve each outcome.

By multiplying these inputs, the total social value of a programme can be estimated. This helps us understand the
social impact of the programme in helping change lives for the better.

The table below illustrates how ImpactLab calculated the estimated total social value created by DebtManagers. 

Summary of data inputs used to estimate social value
ImpactLab’s methodology draws on four key components to calculate the estimated total
social value created by a programme: outcomes, effectiveness, opportunity, and the
population served.

The population component considers the scale of the programme, specifically how many participants engaged
meaningfully enough in the programme to achieve long-term benefit.

https://impactlab.co.nz/


$248,484,804
Total social value

SROI: The total social value divided by
the total programme costs - the
measurable social value as a
proportion of programme cost.

For every dollar invested in the programme, we estimate $12.60 will be
returned to Aotearoa New Zealand in terms of better lives, higher
incomes, and reduced government costs.

$1 : $12.60
This equates to an estimated SROI of

$3,446 
Average social value per person

$19,647,727 
Total programme costs

impactlab.co.nz GoodMeasure Renewal Report

Average social value per person 

Average social value per person is calculated by
dividing the total social value by the total
number of participants that meaningfully
engaged in the programme.

Total social value 

Total social value is the estimated lifetime social
value that a programme generates for
participants that meaningfully engage during the
measurement period.

Total programme costs

Total programme costs are the sum of direct
and indirect programme costs, representing the
total financial investment required to deliver the
programme. 

The average cost per person is calculated by
dividing the total programme costs by the total
number of participants that start the
programme. 
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GoodMeasure Renewal Metrics for DebtManagers
ImpactLab estimates that for the cohort of 96,157 customers who started the programme
between 1 July 2024 - 30 June 2025, the positive shifts this programme creates in the lives of
customers generates $248,484,804 of social value for Aotearoa New Zealand, and a SROI of
$1: $12.60. 

https://impactlab.co.nz/
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Social value breakdown
The total measurable social value created by DebtManagers is $248,484,804. Of the total
social value, 26% is monetary, with 74% being intrinsic. The majority of the social value
comes from 2 outcomes: Improve mental health and Reduce debt. 

The graph to the right illustrates the dollar value
attributed to each of the highest valued
GoodMeasure outcomes for DebtManagers and
what percentage of the total social value each
of these outcomes contributed. 

Social value estimates for each outcome are
driven by the value of the impact itself, as well
as the effectiveness of the programme at
achieving the outcome, and the percentage of
programme participants who have the
opportunity to benefit from the outcome.

Improve mental health and Reduce debt are the
highest value outcomes due to large effects
estimated to be achieved by the programme,
and because the outcomes themselves make up
significant costings to government and the
individual.

Social value by outcome

$0 $50,000,000 $100,000,000 $150,000,000 $200,000,000

Improve mental health

Reduce debt

Reduce hardship benefit

Other outcomes

$184,288,037

$60,496,270

$2,629,169

$1,071,328

There are two types of social value estimated:
monetary and intrinsic. Both are important. We
can link monetary benefits to personal income
and expenditure and government departments
who may experience cost savings in the future
because of improvements in people’s lives. 

Intrinsic benefits are theoretical values which
reflect improvements in people’s subjective
wellbeing. 

Monetary and intrinsic benefits

Intrinsic
74%

Monetary
26%

Important:  Data available to inform opportunity for each group can affect the total social value that can be estimated. This is particularly relevant for preventative
programmes, where ImpactLab is limited by a number of indicators which can capture the extent of risk to experience negative long-term outcomes.

https://impactlab.co.nz/


Monetary
value

26%

Intrinsic
value

74%

26% of the social value is monetary value made up of estimated avoided government cost and future income
benefits to customers. 74% is what we call intrinsic value - it’s a theoretical value to reflect an improvement in
people’s subjective wellbeing. 

Monetary and intrinsic benefits

15

Monetary vs intrinsic benefits
There are two types of social value estimated in your SROI: monetary and intrinsic. Both are
important. We can link monetary benefits to government departments who may experience
cost savings in the future because of improvements in people’s lives. Intrinsic benefits reflect
improvements in people’s subjective wellbeing.

Important: 
Monetary impacts are based on estimates of future potential government cost and income effects associated with identified outcomes, using the data that was available for this
GoodMeasure. These should be treated as indicative only and confidence around these estimates will vary widely depending on the quality of data available (see appendix) and
the stability of government cost structures and policy.

Monetary benefits include estimated future cost savings for 4 government ministries.

impactlab.co.nz GoodMeasure Renewal Report
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Coverage of measurement
Across all broad, balanced, and deep impact programmes, lower data quality results in higher uncertainty of impact. 
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How DebtManagers compares to other GoodMeasures
Across the impact sector, programmes are delivered on a spectrum of scale, depth and
breadth of support. From the programmes measured through GoodMeasure so far,
ImpactLab has identified three distinct investment approaches, each with their own
strengths and opportunities to grow impact. 

Relative to other programmes measured, DebtManagers sits in the broad impact range for cost and social value per
person. 

As a broad impact programme, DebtManagers sits towards the upper end of programmes in terms of scale and cost
efficiency, with a social value per person being balanced by lower costs per person.

These segments are based on all Goodmeasures assessed by ImpactLab, reflecting an average across programmes
with very different delivery models from highly intensive support to lower cost, high reach services. 

As such, a lower position on social value per person does not indicate weaker impact, but rather reflects DebtManagers’
strength in achieving high economies of scale and delivering broad, efficient impact across a large number of
customers, consistent with its strong SROI.

Broad impact programme

Scale, social value and cost

Across all programmes measured by GoodMeasure to date, three distinct investment approaches have emerged, each
demonstrating similar social value per person, cost per person, and scale. Each approach can achieve a similar SROI but
through different pathways and with distinct trade-offs.

Broad impact: These are typically lower cost, larger
scale programmes that deliver modest social value to
many people.

Balanced impact: These tend to be moderate
investment programmes that operate at varying scale
and deliver widely varied social value, depending on
the comprehensiveness of support and complexity of
the population served.

Deep impact: These are higher investment
programmes that tend to deliver intensive support to
a small group of people with high complexity to
achieve significant social change. 

Scale Social value
per person

Cost
per person

Broad impact High Low Low

Balanced impact Varies Moderate Moderate

Deep impact Small High High

https://impactlab.co.nz/
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DebtManagers used GoodMeasure to better understand and communicate the broader impact of its work with
customers experiencing debt. While customer satisfaction surveys provide useful feedback at a point in time,
GoodMeasure helped DebtManagers look more deeply at how fair, sustainable repayment pathways can support
customer wellbeing, financial confidence, and longer-term participation in the economy.

Isaac Manase, General Manager Commercial

“ GoodMeasure helped us look beyond individual
customer feedback and better quantify the
wider value of our work — for customers,
communities, and the financial system. ”

Case study: DebtManagers

GoodMeasure applies a consistent and standardised approach to impact measurement across diverse interventions.
But when comparing Social Return on Investment (SROI) metrics from different organisations, it’s important to
exercise caution as SROI figures can vary widely based on a variety of factors, including differences in data quality,
scoping decisions, improvements to methodology over time and limitations in the available academic literature and
public data. Each organisation operates in a unique environment and measures outcomes using distinct approaches.
Without understanding these underlying differences, comparisons can be misleading. 
It’s crucial to consider the story behind the SROI to understand how organisations measure, learn, and adapt to
create meaningful change.

Exploring the “why” behind the SROI

To build a better understanding about
how an organisation aligns with its focus
communities and priorities. 

To understand from a data-driven
perspective what an organisation does
and the long-term outcomes the
programme helps to create. 

To help grow the data capability of the
organisation and activate conversations
around opportunities for growth and
improvement to do even more good.

How to use this report
For de-contextualised comparison between
organisations. It’s critical to ask the ‘why’ behind the
metrics and understand an organisation’s broader
context.

As the only way to measure the quality of an
organisation. SROI should be used alongside other
tools such participant feedback and team
engagement.

Without consideration of time period. Metrics may
become less relevant over time due to improvements
in ImpactLab methodology, changes in the
organisation’s core service model or external factors.

How not to use this report

Guidance for how to use this report
Through GoodMeasure, DebtManagers has undertaken a demanding, independent process
to understand the long-term outcomes of its work with customers. The resulting SROI
metrics provide one useful lens through which clients and stakeholders can understand the
impact created when customers are entrusted to DebtManagers.

https://impactlab.co.nz/
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Appendix
Summary of inputs and assumptions

Inputs to this SROI Key Assumptions & Decisions

Outcomes ImpactLab’s library of quantified outcomes ‘Lifetime’ value of an outcome is conservatively
valued over a 5-year period

Effectiveness Findings from the global and/or domestic
literature

Research is analogous to your programme

Opportunity Two surveys were used to infer vulnerability
across DebtManagers’ customers:

The Stakeholder Engagement Survey (SES,
n=1802) provided demographic data (age,
location, ethnicity), employment/training
status, and financial hardship. For
unemployment status we used the NEET
ratio, consistent with previous
GoodMeasure analyses for DebtManagers.
TellJo data (n=1035) provided
health‐related indicators. Only reported
depression and alcohol issues were used,
as other health factors did not contribute to
relevant GoodMeasure outcomes.

All financial hardship data from surveys were
incorporated as contextual information on the
financial vulnerability experienced by
customers.

Both surveys are considered reflective of the full
engaging population, with a 95% confidence
interval and a ±2.3% margin of error.

Population Programme population and engagement data
provided by DebtManagers

Engagement rate based on DebtManagers
historical data from 2020-2024.

Engagement rate based on historical
DebtManagers data from 2020–2024 and retained
as a valid assumption.

Cost Total programme costs and direct costs
provided by DebtManagers for the financial
year ending June 2025.

In lieu of receiving itemised cost breakdowns, the
received costs are assumed to reflect the full
programme costs incurred in the period.

Exclusions All costs related to the set-up of Australian
operations.

Nil

impactlab.co.nz GoodMeasure Renewal Report

https://impactlab.co.nz/
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GoodMeasure outcome definitions 

Improve mental health​ is an intrinsic measurement of an improvement in mental health

Reduce addiction ​ measures government costs associated with addiction

Reduce debt measures income impact of servicing interest on debt

Reduce hardship benefit measures increased income and government costs associated with hardship benefit payment

Reduce risky behaviour measures government costs associated with risky behaviour

Terminology definitions

Intervention An intentional process through which a defined group of people have the opportunity to create a
positive change in their life trajectory.

Intervention type A categorisation to group similar interventions based on their activities (i.e. how resources are used).
These categories have been developed by ImpactLab based on academic literature and the input of
organisations participating in the SROI process.

Organisation The organisation delivering the programme measured.

Programme The unit of measurement of an SROI which consists of one or more interventions.

Participant A person or group of people for whom a programme exists to make a positive difference.

Social value The social impact in dollar terms that the amount invested achieves for participants over their lifetime.
The social value is calculated by combining outcome values with a service delivery quality score, the size
of the opportunity to support a population, and the number of people supported.

Effectiveness The terminology for effect size of ‘very small’, 'small,' 'medium,' and 'large' are used to indicate the
estimated magnitude of effect attributable to an outcome in the social value calculation. They should be
interpreted relative to each other as well as the specific content of the research for this programme.

Appendix
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Appendix

  Limitations

The themes analysed in this report are based on observed
correlations and provide broad conclusions rather than tight
causative claims.

GoodMeasure is a standardised measurement model — different
interventions are treated as consistently as possible to enable
comparability, which means the uniqueness of each intervention
is not fully reflected.

Programme intervention practices are determined via narrative
and operational data provided by an organisation. It does not
include direct observation of programmes, and as such social
value forecasts do not capture variation in programme practice
e.g., in workforce skills or programme fidelity across locations.

Cost and participant data inputs are provided by the
organisation. Responsibility sits with each organisation to ensure
their data is accurate and genuinely reflects the programme.

Comparisons should be considered indicative only, as metrics can
be influenced by a variety of factors, including differences in data
quality, scoping decisions, improvements to methodology over
time and limitations in the available academic literature.

The lifetime (dollar) value of an outcome is conservatively valued
over a 5-year period. This is aligned with New Zealand Treasury’s
approach of measuring impact within a contained period.

Many aspects of social impact cannot appropriately be
quantified in dollar terms, and SROI findings should be
considered alongside other important sources of information
such as participant feedback and more bespoke forms of
evaluation.

As some positive changes cannot be measured in dollar terms,
the GoodMeasure figure does not capture all of the impact
created. It does provide a consistent way to compare the
outcomes achieved with the investment required to deliver the
programme, which supports stronger decision making.
ImpactLab’s approach is conservative, consistent, and based on
the best available evidence.

This disclaimer sets out important information about the scope of ImpactLab Limited’s services. ImpactLab endeavours to ensure that all
material and information used for and presented in any GoodMeasure, including ROI calculations and impact numbers, is accurate and
reliable (information). However, the information is based on various sources, including information organisations provide to ImpactLab
which is not independently verified. ImpactLab does not make any representations or warranties in respect of information it uses or
presents in relation to any GoodMeasure or this report. This includes any representation or warranty relating to the accuracy, adequacy,
availability or completeness of information, or that it is suitable for its intended use. ImpactLab does not provide advice or make
recommendations for any decisions made by any person, financial or otherwise, either in relation to any GoodMeasure, or this report.
Data and percentages stated in this report may have been rounded. 

Aggregated data stated in this report is based upon data provided to ImpactLab pursuant to its privacy policy and terms and conditions.
Data ImpactLab uses, except in exceptional circumstances, must be aggregated and anonymised so that no participant in any
programme ImpactLab analyses can be identified within data Impactlab uses or produces. Where ImpactLab uses the New Zealand
Integrated Data Infrastructure (IDI), it does so subject to the conditions for access set by Stats NZ for IDI data users.

Please refer to the detailed report for information on the underlying inputs and development of this analysis.

Disclaimer
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