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"Anyone who has struggled with 
poverty knows how extremely 
expensive it is to be poor."

- James Baldwin



Where it all started…
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In 2021, Meridian started a journey to make a real and meaningful difference to the lives of those living in energy 
hardship.

The reason: It aligns with our purpose of clean energy for a fairer and healthier world.

The plan: To pilot a programme of work for one calendar year, targeted at lifting 100 Meridian families from Energy 
Hardship into Energy Wellbeing.

The question:

The outcome: We assisted 134 customers and learned a lot in the process...

How might we improve the energy wellbeing of our vulnerable customers with long term sustainable 
solutions that reduce the impact of the four key drivers of energy hardship?
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•Of the 134 customers who received support, 44 engaged with partners for in-home assessments.

•75% of customers we helped were either on schedule with their bill payments or had credit for 
their next bill.

•48% of customers involved in the pilot were considered vulnerable or medically dependent on 
electricity.

•We saw a 70% reduction in debt levels for customers in the programme.

•96% of the customers in the programme chose to remain with Meridian.



What were our focus areas
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After the Pilot….The Energy Wellbeing Programme was born
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Continuing our journey to make a real and meaningful difference in the lives of those living in energy hardship we made 
a commitment: To scale the pilot into a full Energy Wellbeing Programme… a commitment to help at least 5000 
customers experiencing energy hardship.

We continued with our four key focus areas, and expanded our partner network.

We welcomed the Community Energy Network: a New Zealand-wide network of partners who can offer in-home 
assessments, small and large-scale interventions, and community support across the country.

Our partners are in the homes, looking at the best ways we can help our customers with sustainable, tailored support 
and energy solutions that'll reduce long term energy hardship.*

We empower our partners; our partners empower our customers. It’s a high trust relationship that's creating measurable 
differences to households across NZ.



Customers in the Programme
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Our customers may be renters, homeowners, or social housing residents, and they often fall into one of these 
categories:

1. Seniors who ration their energy usage, sacrificing warmth and health due to fear of costs. They often lack 
information about energy consumption or have outdated appliances.

2. Low-income families or beneficiaries, with high energy consumption and often in debt. Poor housing quality, lack 
of energy education, unavoidable needs, or large families can lead to higher energy use. Their high energy 
consumption and lower incomes often result in a cycle of debt.

3. Households in ‘hidden hardship’, who may not miss energy payments but are sacrificing other essentials, 
impacting their wellbeing.

4. Households on the brink of hardship, without a safety net for unexpected expenses or changes in circumstances.



Case studies
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This household is a family of nine (soon to be 
10) living in a new Kāinga Ora property.

Our partner, Sustainability Options, identified 
the cause of their high bills was the dryer and 
dampness from drying lots of kids' clothes, 
uniforms etc.

Their recommendations: energy efficient 
appliances and continued support from the EW 
team.
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“To say we are grateful to Meridian Energy is an understatement, in the last two years 
our lives have changed dramatically after having to adopt my wife's best friends four 
children after she succumbed to a very brief but painful fight with cancer, having to find 
housing for them, schools, and generally just changing their lives completely, we didn't 
expect getting power on to be so tough.

Ourselves as parents of now five kids needed to make significant changes, one of these 
was needing to find a power company. After calling at least six other companies we were 
running out of hope to get power connected due to some issues with our credit. We had 
a vulnerable child that needed power on and your team, after calling them, went well 
above and beyond and managed to convince your credit team to give us a chance. That 
in itself was enough to write this, but since then, to say your level of care goes well above 
and beyond this is an understatement. In the world of ever-increasing - well, let's just say 
everything - your team has been incredibly supportive.

Your credit team, wellbeing team and sales team have never once judged us, spoken to 
us harshly or made us feel like we have done something wrong. They have fixed, resolved 
and done all they can to support us, which has honestly meant so much.

Companies now just don't serve people like this and genuinely seem to care for their 
clients, so to find Meridian has meant the world to us as you do deliver that.”

This household is a family of 
seven, who recently adopted 
four of their friends' children.

They had been turned away by 
six other retailers due to credit 
issues before coming to us.
Our EW team worked closely 
with our credit team to bring 
them onboard.

With energy education and 
ongoing support, the family is 
now maintaining their 
payments and are receiving in-
home support through our 
partners.



Summary of Return on Investment
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The Energy Wellbeing programme is already 
making a difference, and providing measurable
improvements to different aspects of peoples' 
lives:

• Jobs and earnings
• Income and consumption
• Mental and physical health

Because some measures, like reduced stress, 
can't be quantified right now, the real-world 
value for people and their families is even 
greater.



Keeping our Compass on Customer Outcomes

1
1

We commissioned a 'Good 
Measure' report through Impact 
Lab to validate the return 
on investment.

Driving the right impact - not just 
"filling the quota". High-quality, 
long-term interventions are key 
to this total return on investment
and this commitment remains.

It just might take us longer to get 
there, and in a different way.



What have we learned?
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• Energy Hardship is complex and hard to find; it comes in many forms.

• The customers coming through our programme are continually changing, no story or situation is the 
same, each customer we see requires a tailored solution.

• Sustainable solutions take time, education, ongoing support and a fair amount of trial and error.

• Funding community partners to do the work is fundamental to achieve real change. We need to 
empower the people doing the work in the communities.

• We don’t have all the answers, we are still learning and growing, but we are committed to our journey 
and to making a real and meaningful difference in the lives of those in energy hardship.
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