
 

 Level 7, AON Centre, 1 Willis Street, PO Box 10041, Wellington, New Zealand -  WEB www.ea.govt.nz  

9 June 2023  

 
 

 
 

 
 
 
Dear  

Thank you for your request, received on 14 April 2023, for the following information under the 

Official Information Act 1982 (the Act): 

“1. The quarterly total number of disconnections of residential post-pay consumers for non-
payment for 1 January 2022 through to 31 March 2023. 
2. The quarterly total number of disconnections of residential post-pay consumers for non-
payment as a percentage of each retailer’s total residential consumers from 1 January 2022 
through to 31 March 2023. 
3. Any information the Electricity Authority has on the number of automatic disconnections 
(also known as self-disconnections) of residential pre-pay consumers, preferably by quarter. 
from 1 January 2018 through to 31 March 2023. 
4. The number of residential ICPs with pre-pay plans that do not have smart metering. 
5. Any information the Electricity Authority has on time periods between disconnection for 
non-payment and reconnection of residential consumers, split between pre-pay and post-pay 
consumers (preferably by quarter), between 1 January 2018 through to 31 March 2023.  
6. Results of a ‘review of retailer alignment with the guidelines’ that was at one point 
scheduled for August 2022 according to the Consumer Care Guidelines Decision paper 30 
March 2021. 
7. Any other analysis from the Electricity Authority as to whether energy retailers are either 
meeting the expectations of, or are aligned with, the consumer care guidelines since the final 
decision to publish guidelines on 30 March 2021 
8. Any information gathered or analysis undertaken as to whether any residential pre-pay or 
post-pay consumers were disconnected for non-payment during alert levels 3 and 4 despite 
the letter previously published at this web link: https://www.ea.govt.nz/assets/dms-
assets/28/Letter-from-CE-to-Electricity-retailers-Consumer-care-under-COVID-19-
lockdowns-2021-08-21.pdf  
9. A copy of the letter previously published at this web link: 
https://www.ea.govt.nz/assets/dms-assets/28/Letter-from-CE-to-Electricity-retailers-
Consumer-care-under-COVID-19-lockdowns-2021-08-21.pdf  
10. Any information gathered, or analysis undertaken as to whether there were 
disconnections of pre-pay or post-pay residential consumers for non-payment in areas with 
severe weather declared states of emergency from 3 February 2023 to 14 February 2023.  
11. Any information gathered, or analysis undertaken as to whether there were 
disconnections of pre-pay or post-pay residential consumers for non-payment in areas listed 
in the State of National Emergency declared in relation to Cyclone Gabrielle between 14 
February 2023 and 14 March 2023.” 

On 15 May 2023, in response to your request, we sent you a copy of the document The Alignment 
Review: Review of Retail Brands’ Alignment with the Consumer Care Guidelines. 
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This report was also released on our website on 15 May 2023. We received feedback from 
Meridian, Mercury and Nova, which identified a number of errors.  

We have since revised the report to show that Mercury (and its subsidiaries Trustpower and 
Globug) and Meridian (and its Powershop brand) are assessed as fully aligned with the Consumer 
Care Guidelines. It continues to show that Nova (and its subsidiaries) have not provided a self-
assessment, but we have corrected the comments in our 15 May report about follow up action. A 
copy of that revised document is available here: 
https://www.ea.govt.nz/documents/3127/Summary of retail brands self assessments with cons
umer care guidelines.pdf.  

The remainder of this letter refers to requests numbered 1, 2, 3 and 8 above.  

The Electricity Authority has identified 3 documents within scope of your request, these are 
attached to this letter. 

Data collection 

There are some limitations on the information we can provide to you. The Authority does not collect 
or hold: 

• any data that differentiates between pre and post-pay consumers within a retailer;  

• any data on reconnection of consumers who were previously disconnected for non-

payment; or 

• data on automatic disconnections (also known as self-disconnections). 

The Authority has collected: 

• Quarterly total number of domestic disconnections for non-payment by retailer provided 

voluntarily to the Authority by retailers, 

• Quarterly residential disconnections for non-payment by retailer (collected under section 46 

during the COVID-19 pandemic), and 

• Quarterly retailer financial stress residential disconnections for non-payment. 

The methods of collection for this data are different. This data is presented in the 3 tables attached 
to this letter. The data in table 1 was collected voluntarily from retailers. The data in table 2 was 
collected under section 46 of the Electricity Industry Act 2010 and therefore retailers had a 
mandatory obligation to supply it. The data in table 3 was collected under clause 2.16 of the 
Electricity Industry Participation Code 2010 and therefore retailers had a mandatory obligation to 
supply it. There is overlap and discrepancies between the three tables. As the methodology for the 
collection for these three tables all differ, they cannot be used to make statistical inferences. 

Please also note that a consumer that is disconnected multiple times within each quarter will have 
each disconnection counted as a separate disconnection within that quarter. Additionally, this data 
only reflects what retailers send at that moment in time. These figures can change retrospectively 
within retailers’ systems, but we do not receive those updates. 

The Authority recognises that much of the data is incomplete due to the way we have collected 
retail data in the past. The Authority is currently investigating the way in which we collect and use 
retail data and is in the early stages of work to improve this function.  

Table 1: Quarterly total number of domestic disconnections for non-payment by retailer 

This table shows the total number of disconnections for non-payment by retailer from Quarter 1 
2022 to Quarter 1 2023. 

This data is supplied on a voluntary basis and not all retailers are represented in this dataset. 
When a retailer has not submitted data for a particular period the relevant cell has been left blank 
to indicate missing data.  
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Please note, the data does not distinguish between prepay and post-pay consumers and does not 
include instances where a consumer is disconnected because they have not topped up their 
prepay meter (i.e. self-disconnections). 

Historical records for this data can be found at 
https://www.emi.ea.govt.nz/Retail/Datasets/Disconnections  

Table 2: Quarterly residential disconnections for non-payment by retailer 

This table shows for each retailer the total number of disconnections for non-payment and the 
percentage of their residential consumers that were disconnected between Quarter 1 2022 and 
Quarter 3 2022.  

This data was collected under section 46 of the Electricity Industry Act 2010 for the period (1 
January 2019 - 30 September 2022) and only applied to a selected number of retailers.  

This data does not distinguish between prepay or post-pay consumers.  

Table 3: Quarterly retailer financial stress residential disconnections for non-payment:     

This table shows the number of residential Installation Control Points (ICPs) that have been 
disconnected for non-payment for a period of more than 24 hours by retailer between Quarter 4 
2022 and Quarter 1 2023. 

This data was collected under clause 2.16 of the Electricity Industry Participation Code 2010 
through a notice titled ‘Retailer Financial Stress Notice’ and only applied to retailers that have 1000 
or more ICPs registered to them. 

 

This data does not distinguish between prepay or post-pay consumers. Some quarters in the 

supplied dataset are missing one month of submission data for some retailers which is indicated in 

the ‘Submission Count’ column. This is due to delays in those retailers’ submissions which 

prevented the data from being captured through the regular automated processes.  

Your requests 

In the light of the above, please find below the Authority’s response to your requests 1,2, 3, and 8.  

Requests 1 and 2: 

The information in tables 1, 2 and 3 can be used to calculate the quarterly total number of 
disconnections of residential consumers for non-payment for the period from 1 January 2022 to 31 
March 2023 (request 1) and the quarterly total number of disconnections of residential consumers 
for non-payment as a percentage of each retailer’s total residential consumers from 1 January 
2022 to 31 March 2023 (request 2). Please note that calculations made using this data would not 
be necessarily reflective of the entire retail market.  

Request 3: 

The Authority does not hold any specific data on the number of automatic disconnections (also 
known as self-disconnections). This request is therefore declined under section 18(e) of the Act as 
the information requested does not exist.  

Request 8: 

The information in tables 1, 2 and 3 can be used to approximate the quarterly total number of 
disconnections of residential consumers for non-payment for the time periods in which the country 
was in alert levels 3 and 4 due to COVID-19. No analysis was undertaken in relation to COVID-19 
alert levels 3 and 4. 
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You have the right to seek an investigation and review by the Ombudsman of this decision. 
Information about how to make a complaint is available at www.ombudsman.parliament.nz or 
freephone 0800 802 602.  

If you wish to discuss this decision or any of the information we have provided to you with us, 
please feel free to contact us by emailing oia@ea.govt.nz. 

Yours sincerely 

 
 

Airihi Mahuika 

GM Legal, Monitoring and Compliance 

 



Table 1: Quarterly total number of domestic disconnections for non-payment by retailer 

This data was provided voluntarily to the Electricity Authority by retailers 

B
os

co
 

C
lu

b 
En

er
gy

 

C
on

ta
ct

 

Ec
ot

ric
ity

 

El
ec

tr
ic

 K
iw

i 

EM
H

 T
ra

de
 

En
er

gy
 O

n-
lin

e 

Fl
ic

k 
En

er
gy

 

G
en

es
is

 

G
iv

in
g 

En
er

gy
 

G
lo

-B
ug

 

H
un

et
 E

ne
rg

y 

ID
 P

ow
er

 

K
in

g 
C

ou
nt

ry
 

En
er

gy
 

M
er

id
ia

n 

M
er

cu
ry

 

N
ex

tg
en

 

N
ov

a 
En

er
gy

 

Pa
yl

es
s 

En
er

gy
 

Pi
on

ee
r 

Pl
us

 E
ne

rg
y 

Po
w

er
sh

op
 

Pu
ls

e 

Su
pe

rc
ha

rg
ed

 

Sw
itc

h 
U

til
i

es
 

Th
e 

Li
ne

s 
C

o 

Tr
us

tP
ow

er
 

O
ur

Po
w

er
 

W
is

e 
Pr

e 
Pa

y Total for all retailers 

Number % 

Q1 
22 

0.2
% 

0.1
% 

0.7
% 

###
## 

0.3
% 

0.0
% 

0.9
% 

0.0
% 

0.1
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

6
% 

0.0
% 

No ong
er direct 
bil ing 

0.1
% 

#DI
V/0! 

  3,464  0.18% 

Q2 
22 

0.2
% 

###
## 

0.3
% 

###
## 

0.2
% 

0.0
% 

0.1
% 

###
## 

0.0
% 

0.0
% 

#DI
V/0! 

0.0
% 

0.0
% 

0.5
% 

0.0
% 

No ong
er direct 
bil ing 

0.1
% 

#DI
V/0! 

  2,421  #DIV/0! 

Q3 
22 

###
## 

###
## 

0.4
% 

###
## 

0.2
% 

0.0
% 

###
## 

###
## 

0.0
% 

###
## 

#DI
V/0! 

0.
% 

###
## 

0.5
% 

0.0
% 

No ong
er direct 
bil ing 

###
## 

#DI
V/0! 

  1,483  #DIV/0! 

Q4 
22 

###
## 

###
## 

0.4
% 

###
## 

0.2
% 

0.0
% 

###
## 

###
## 

0.1
% 

###
## 

#DI
V/0! 

###
## 

###
## 

###
## 

0.0
% 

No ong
er direct 
bil ing 

###
## 

#DI
V/0! 

  1,196  #DIV/0! 

Q1 
23 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

0.0
% 

No ong
er direct 
bil ing 

0.0
% 

0.0
% 

  1,147  0.00% 

Rele
as

ed
 un

de
r th

e O
ffic

ial
 In

for
mati

on
 Act 

19
82










