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We proudly acknowledge the Traditional Custodians of the land 
on which we work and live, and pay respect to their Elders past 
and present. We recognise and value the continuing rich culture 
and the contribution of Aboriginal people and communities to 
the Victorian community.
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introduction

On 27 October 2016, 130 representatives from business, 
government agencies and the community sector met in 
Melbourne for the first Vulnerability Roundtable.

We had a lot to discuss – despite an estimated $500 billion  
a year being spent on health, welfare, education and housing, 
many Australians are still living in, or on the edge of, financial 
vulnerability or poverty. That not only has an enormous impact 
on the lives of individuals and their families, it also weakens 
our economy and the well-being of our country. This is our 
collective problem, and our collective responsibility to address.

There is a genuine commitment from a number of service 
organisations who are already supporting vulnerable people. 
No matter how good our programs and intentions, working in 
parallel isn’t enough – the only way to bring significant change 
to the root causes of poverty and vulnerability is to work 
together in new ways. We need to collaborate across sectors, 
bringing governments, the community sector and businesses 
together with communities to develop a united system for 
identifying and reducing vulnerability, and strengthening our 
economy and community. 

This is where the Vulnerability Roundtable comes in. A highly 
open and participatory event, the Roundtable combined 
presentations, case studies, brainstorming and group work 
to take the first steps towards reducing vulnerability for our 
community together. Through the process, we were able to 
draw on the collective views of 130 participants and distill  
the key themes relating to:

•	 Current approach including barriers and issues. 

•	  A shared vision for what’s possible including how we 
operate, attributes of a single vulnerability system, 
outcomes for individuals and families, service providers and 
broader society.

•	  Shared values underpinning the way we will need to work 
together.

We also defined the key actions required to enable our shared 
vision. The areas covered were broad and varied, and have 
subsequently been summarised within the following six 
breakthrough projects:

1.	Securing commitment for the Thriving	Communities	Charter

2.	 Establish a cross sector support	hub

3.	 Building and enabling platforms for partnership

4.	 Grow	awareness	and capability

5.	 Develop insights for early intervention

6.	Agree and implement common	policies	and	practices

Between now and June 2017, all interested parties will 
be invited to attend an initial investigation of partnering 
opportunities for one or more of these projects. 

The 2016 Vulnerability Roundtable is only the beginning  
of this critical collaboration. There is a lot of work to do,  
but by taking action and working together in new ways,  
we can provide better support to vulnerable people and  
help build a stronger, thriving community.

Please join with us in this important journey.

			

			Pat	McCafferty	 
   Managing Director  
   Yarra Valley Water

THE HUBCOMMUNITY   
CHARTER

COllABORATION
plATfORMINSIGHT

AWARENESSCOMMON 
pRACTICE

Ciara	Sterling 
Manager – WaterCare
Yarra Valley Water 
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current context

Financial vulnerability is a fact of life for millions of 
Australians. 

Nearly 3 million of us live below the poverty line, including 
almost 750,000 children. 

Approximately a quarter of Victorian households experience 
mortgage stress by contributing more than 30% of their pre-
tax income towards home repayments. 

Research undertaken by the water industry indicated that:

•	 Almost 50% said that they have sometimes or always 
struggle to pay their utility bill in the last 12 months. 

•	  43% regularly pay their bill using some form of credit 
including borrowing from family or payday lenders,  
because they didn’t have funds available.

•	  10% indicated that they are currently in serious financial 
hardship and are unable to pay their bills.

Vulnerability and hardship is not just an issue for long-term 
welfare recipients, which is often the perception – it affects 
people from all walks of life. Right now, millions of Australians 
are only a lost job, relationship breakdown or medical 
emergency away from falling into serious financial distress. 
The reality is, we are all at risk of experiencing vulnerability.

WHO is at risK Of finanCial 
vulnerabilitY?
While financial vulnerability can affect anyone, some factors 
can create a higher risk:

People	impacted	by	family	violence

Family violence can increase the complexity of financial 
hardship. It’s recognised that the effects of financial abuse can 
have multi-generational repercussions. Many victims of family 
violence find themselves homeless and fearing for their own 
and their children’s safety. As a result, paying utility bills falls 
well down their list of priorities. 

Key	statistics:

•	 One in three Australian women have experienced some  
form of family violence from a current or former partner.

•	  The Women’s Homelessness Prevention Project run by 
Justice Connect Homeless Law, highlighted that 95%  
of woman in the project had experienced family violence  
which highlights that it is a leading cause of homelessness.

•	 In 2011–12, 32% of clients who accessed specialist 
homelessness services did so due to family violence.  

[Source: http://www.aph.gov.au/About_Parliament/Parliamentary_
Departments/Parliamentary_Library/pubs/rp/rp1415/Quick_Guides/
DVinAust]

People	with	an	illness	or	disability

Physical and mental illness and disability can make  
individuals far more susceptible to financial vulnerability.  
This vulnerability can occur very quickly (for example, after 
receiving a large medical bill), or it can creep in slowly as  
the illness or disability slowly erodes a person’s ability to  
meet their financial commitments. 

17.8% of people with a disability that limits their core activities 
are currently living in poverty. This is significantly higher than 
the overall adult poverty rate of 12.8%. [Source: ACOSS Poverty 
Report 2016]

Cultural	and	linguistically	diverse	(CALD)	communities

People born overseas are nearly 50% more likely to have 
financial difficulties than people born in Australia. Individuals 
whose first language is not English are particularly at risk. 
Refugees receiving government assistance get less than  
$500 per fortnight, while many asylum-seekers receive no 
income or concessions at all. 

Language and cultural differences present a two-way barrier  
for this fast-growing group of vulnerable people. 

Aboriginal	and	Torres	Strait	Islander	people

Aboriginal and Torres Strait Islander people are far more 
likely to experience financial hardship than non-aboriginal 
Australians. They also typically experience lower life 
expectancy, higher rates of infant mortality, higher 
unemployment rates and a lower general standard  
of living. 

Key	statistics:

•	  In 2006, the median income of Aboriginal households was 
65% that of non-Aboriginal households.

•	  In 2015, the unemployment rate among Aboriginal and 
Torres Strait Islander people was 20.6%. Australia’s general 
unemployment rate was 5.6% in September 2016.

•	 Aboriginal and Torres Strait Islander people make up around 
3% of the Australian population. However, they comprise 
9.6% of people currently receiving the Newstart Allowance, 
14.3% of those receiving the (single parent) parenting 
payment and 18.9% of people receiving the non-student 
Youth Allowance. All of these income support payments  
fall below the poverty line.  

[Source: ACOSS Poverty Report 2016]

barriers tO aCCessing suppOrt
Many businesses provide support programs for individuals 
and families who are experiencing financial vulnerability. 
Often people experiencing difficulty do not actually use these 
programs – 11% have told us they leave their utility bills 
unpaid. 

Research undertaken by the water industry indicates that 
there are a number of reasons for this:

Lack	of	awareness

66% of people do not know that businesses offer services to 
support vulnerability. In many cases this is due to language 
or cultural issues, but there is also a general lack of 
understanding around the ways that businesses can  
help customers suffering from financial difficulties.

Embarrassment	or	mistrust

41% of individuals experiencing financial vulnerability are too 
ashamed to ask for help. For many people there is a significant 
stigma around having financial problems, which makes 
them reluctant to reach out for support. A distrust of large 
companies may also be a factor.

We can overcome these barriers by getting out in the 
community and promoting our vulnerability services. As 
well as raising awareness, this will build a more trusting 

relationship with our comunity and help reduce the stigma 
around financial vulnerability – after all, it can happen to 
anyone.

Lack	of	early	identification

Identifying vulnerable people early is the key to stopping 
them falling into financial hardship. Early identification can 
be very difficult – often individuals don’t self-identify due 
to embarrassment or a lack of awareness of services, and 
organisations may not have the tools to identify those at risk.

We know that more people are relying on credit to pay their 
bills. If we can identify these at-risk people sooner, we can help 
them manage their finances and reduce the risk of falling into 
hardship and avoid unnessary debt collection procedures. 

Siloed	services

Although 21% have arranged a payment plan with a utility 
provider, they rarely seek assistance from all of their providers. 
Every organisation has their own processes, policies and work 
cultures around vulnerability, and negotiating this complex 
web of help can be difficult and stressful for people. 

Organisations also do not share information about vulnerable 
customers with each other, which creates an additional barrier 
to early identification. 

50% of our community 
are currently at risk of 
financial vulnerability

43% regularly pay their 
bill using some form of 
credit, because they can’T 
afford To pay upfront
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the process

The 2016 Vulnerability Roundtable was not a typical 
conference, the purpose was to move from talk to action 
through a cross-sector workshop focused on securing a 
commitment to collaboration and action. 

With this in mind, Yarra Valley Water worked with sustainability 
and social impact organisation Think Impact to design and  
deliver an engaging and participatory process for the 
Roundtable. In particular, the process:

•	 Grounded us in what is happening right now, including  
the key issues and promising projects already underway

•	  Inspired us to imagine what is possible and to identify  
our shared vision for the future

•	  Introduced frameworks and thinking to support better  
cross-sector collaboration

•	  Ensured we roll up our sleeves and develop practical 
solutions for a range of real-life issues, ranging from  
the simple to the incredibly complex

•	  Identified the most important actions we can do to address 
the root causes and symptoms of vulnerability.

befOre tHe event
Prior to the Roundtable people contributed content through 
various mechanisms including:   

•	  Using Yarra Valley Water’s WaterCare Hub to participate  
in online surveys and polls

•	  Pre-event workshop led by Financial Counselling Australia 
(FCA), where ideas for pilot projects were shared

•	  Providing data on the major issues facing their organisation, 
the barriers to addressing those issues, and the partnerships 
or innovations they currently have to support vulnerable 
individuals and families. 

tHe event
Collaborative	technology	to	co-design	our	vision

The Roundtable introduced collaborative technology enabling 
participants to capture and share their ideas throughout the 
day. Each table was equipped with laptops which allowed 
attendees to contribute anonymously in real-time, increasing 
the openness and volume of ideas. 

All input was shown to everyone in the room, letting them 
build on, agree with, or challenge the ideas of their fellow 
participants. Designed to overcome some of the traditional 
impediments to working in groups, the collaborative 
technology also generated a comprehensive report of inputs 
from the session, which has been used to stimulate ongoing 
work and provided the inputs for this report.

Facilitators, Think Impact, introduced participants to best 
practices for collaboration. A brainstorming session then 
recorded what attendees think are the most important  
aspects to get right in our own partnerships. 

The outcomes of the process were captured visually by  
graphic facilitator, Erin Jancauskas and reviewed before 
moving forward.

Solutions	and	next	steps

Participants were introduced to five ‘personas’ – based on real- 
life scenarios which represent some of the big issues facing the 
community.

To ensure our solutions covered a range of real-life situations, 
groups of participants were assigned a persona and asked to 
come up with solutions to support that particular individual. 

The ideas were captured using the collaborative technology 
and distilled into a shortlist of themes with associated actions. 

Participating organisations then provided an indication of their 
interest and ability to contribute resources to one or more of 
the action areas, making a collective commitment of resources 
towards reducing vulnerability.

Finally, participants brainstormed a set of principles around 
working together and agreed on the next steps.

after tHe event
Organisations who have committed to action will continue 
collaborating on the Breakthrough Projects identified during 
the Vulnerability Roundtable. 
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our shared vision

Representatives of the organisations at the Vulnerability 
Roundtable worked together to articulate a vision of what’s 
possible in the future. The commitment for our shared vision 
to make a meaningful impact in reducing vulnerability has four 
key elements:

Collaborating	for	impact

Businesses, community organisations and all levels of 
government need to collaborate to develop easy-to-use 
services that let individuals and families access vulnerability 
support with all of their providers. They should only have to tell 
their story once.

Inclusive	culture

We must reduce the social stigma around financial problems. 
By building respectful, empathic relationships based on trust, 
people will feel safe and empowered when asking for help.  

Two-way	knowledge

Improving knowledge and understanding between individuals 
and service providers is essential for tackling vulnerability. 
Organisations must do more to understand its causes, and 
what we can do to help. Meanwhile, individuals need a better 
awareness of the system and the ways we are able to assist 
them.

Breaking	the	cycle	of	vulnerability	through		
early	identification

We need to be more proactive, rather than reactive. We 
need to understand and tackle the systemic issues causing 
the problem and identify vulnerable individuals before they 
fall into hardship. That means working together to ensure 
early warning flags are raised before an individual’s situation 
becomes overwhelming. 

HOW Can We aCHieve tHis 
visiOn?
To achieve this vision we have to change the way we do things. 

We	all	need	to	step	up

Vulnerability won’t solve itself. We recognise that we have 
a collective responsibility to help people who are having 
difficulties. That means, despite competing in some arenas, 
we must collaborate where it matters and be part of a 
better, more holistic support system. Building appropriate 
mechanisms to address vulnerability into our core business 
means we can contribute to a stronger Australia, which is good 
for business. 

We also have a responsibility to decrease disadvantage in our 
service areas by employing people from the local community 
and embracing diversity in all its forms.

Improve	collaboration

Organisations need to come up with effective ways of 
working both within and across sectors. We need to share 
our data, processes, insights, programs and systems around 
vulnerability and encourage each other to do more to tackle 
disadvantage.  Maximising opportunities for joint business 
and community funding submissions can result in stronger, 
more sustainable funding commitments for the community.  
Through collaboration we can build greater understanding, 
which is essential to addressing the root causes of financial 
vulnerability and hardship. 

Drive	macro	reforms

While there is a lot we can do to improve opportunities for 
people experiencing vulnerability, the systemic challenges 
can be harder to fix. As responsible organisations, we can 
make the case and encourage others to do their part to reduce 
disadvantage. 

Business and community organisations interact with 
Australians every day. We can use our front-line knowledge 
and the evidence that emerges from our work to lobby for 
policies that enable better outcomes for those experiencing 
vulnerability. We can also partner with others such as 
landlords to improve things like water and energy efficiency of 
properties. 

By focusing on the big picture as well as our own processes, 
we can break the cycle of disadvantage and reduce the number 
of Australians at risk of vulnerability. 

WHat dOes a single 
vulnerabilitY sYsteM  
lOOK liKe? 
Key aspects of the system at the heart of our shared vision are:

•	 Cross-sectoral	collaboration	– Businesses, government 
agencies and the community sector work together to share 
information, identify at-risk individuals and help them access 
the support they need. This provides an effective safety net 
to stop those experiencing vulnerability from sliding into 
hardship.

•	 	Consistent	services	– Everyone accessing vulnerability 
services can expect to be treated respectfully and equally, 
no matter who they are or which service providers they use.

•	 	Build	confidence	and	trust	– Individuals feel confident 
asking for help. 

•	 	Fairer	products – Businesses should offer fairer products 
for vulnerable people as alternatives to ‘pay on time’ 
discounts.

•	  Shared	responsibility	– Businesses, government, 
community organisations and the community share the 
ownership of the system, and are all responsible for  
keeping it fair and effective.  

•	 	Early	identification	of	vulnerability – Improved predictive 
tools and a shared understanding of what vulnerability 
means enables organisations to identify at-risk people 
before they start experiencing serious financial problems. 

•	 	Single	entry	point – Individuals can access multiple 
vulnerability services via a single engagement point.  
Where and when they access the system depends on the 
user – it might be via a GP or other health provider, a school, 
the legal system, a utility or a bank.

•	 	Centralised	billing	access	– Individuals can access all of 
their bills in one place, making it easier for them to manage 
their financial situation. 

•	 	Automatic	concessions	and	grants	– When an individual 
is eligible for vulnerability services or grants, they are 
automatically granted concession status for all bills.

•	 	Landlords	are	involved	– Owners of rental properties 
understand that they have a role to play in helping people  
at risk of vulnerability. 

•	 	Community	responsibility	index – People rate each 
organisation’s vulnerability programs to produce a combined 
rating. This helps each provider continually improve their 
services for vulnerable individuals and families.

WHat dOes tHis Mean  
fOr individuals and faMilies?
In our shared vision, individuals and families experience:

•	 Greater	financial	literacy – Individuals understand and  
are confident discussing their financial situation. They  
know how to access safe, suitable financial products,  
and are empowered to take control of their own finances.

•	 	Enhanced	housing	– energy and water efficient housing  
for everyone

•	 	Easy	access	to	vulnerability	services – People know about 
the types of support services available and can access them 
quickly and easily.

•	 	Reduced	stigma	and	increased	empathy	– Individuals  
no longer feel ashamed about asking for help, and financial 
hardship is regarded as a normal life event that can happen 
to anyone. 

WHat dOes tHis Mean fOr 
serviCe prOviders and OtHer 
businesses?
Key outcomes for organisations in our shared vision are:

•	 Coordination – Rather than going solo, organisations 
are working to tackle vulnerability in a coordinated and 
collaborative way.

•	 Increased	knowledge	and	skills	around	vulnerability	–  
Staff members understand the causes and impacts of 
vulnerability, and can empathise with and support individuals 
facing financial difficulties. This applies to all employees, 
from the frontline to the CEO.

•	 	Better	access	to	support	data – Organisations use 
technology and shared data to support vulnerable people 
more effectively.

•	 	Diverse	services – Providers offer an array of services 
appropriate for individuals and families from a wide range  
of cultural and socioeconomic groups.

•	 	Better	communications – Less financial stress produces 
more constructive interactions.

•	 	Pay	it	forward	– Financially secure community members 
can make a small donation to a ‘vulnerability fund’ every 
time they pay their bill. 

•	 	A	focus	on	responsible	brands – People are keenly aware 
of responsible organisations and products, and reward 
companies with strong social values.

•	 	More	respect	for	financial	counselling – Offering financial 
counselling services is seen as a worthwhile and necessary 
profession with social impact.

WHat abOut tHe brOader 
sOCial benefits?
Our shared vision has numerous positive outcomes for  
the wider community:

•	 Deeper	understanding	of	social	impacts – People 
understand the ways that financial hardship impacts  
society and why it is in everyone’s interest to address it.
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our Shared vision in the  
words of a future customer

When my partner died and I was retrenched in the same month, my life started to fall apart.  
I got depressed, and I couldn’t pay the rent on my family’s unit, let alone any other bills.

But I knew exactly who to contact for assistance, so I didn’t hesitate. With a few mouse clicks, I was connected 
to a caring, knowledgeable case manager. They helped me manage everything: my housing and utility situation, 
my kids’ education and even our health needs. I only had to tell my story once, and I never felt judged or like 
anyone was looking down on me. 

After that, my situation turned around pretty quickly. I went from barely surviving to living again, and I did most 
of it myself. Now I don’t have to rely on payday lenders anymore, because I’ve learned about healthier financial 
products that leave me feeling good about myself and my ability to support my family.

I’m really proud of myself, and so grateful that it only took one conversation to access all the support I needed.

It’s been a tough year, but now I don’t feel so alone. I sleep better at night because finally, I can see  
a future. 

– ‘Jack’, November 2023 

hoW We need  
to WorK toGether

Tackling financial vulnerability is not an easy job. If organisations can’t work together 
in a constructive and productive way, we’ll never achieve our shared vision.

That’s why participants at the Vulnerability Roundtable agreed to work according  
to the following principles:

•	 Shared	purpose – We can’t solve anything without a common definition of the 
problem and a determination to put the individual at the centre of the solution. 

•	 Shared	measurements	of	progress/success – Judging ourselves against 
common criteria shows where we are succeeding, and where more work needs  
to be done.

•	 Shared	risk	and	value	– Nobody ever solved a tricky problem without taking  
a few risks. Sharing these risks (as well as the rewards when they pay off) gives  
us the confidence to look for outside-the-box solutions. 

•	 Trust – The most important part of any collaboration, trust is essential for honest, 
straight forward communication. All ideas are worth considering. Try, fail, and try 
again.

•	 Embrace	diversity – We all bring different skills, experiences and knowledge to 
the table. None of these are more valuable than any other, but together they are 
priceless. 

•	 Future	focus – We can’t solve an entrenched long-term problem if we only look  
a few months ahead. Remember the big picture and think years down the track. 

•	 Partnerships	are	business	as	usual – To take on vulnerability, we need to make 
collaboration the new normal. We will leave competiveness behind to share ideas 
and enact change. We won’t agree on everything all the time, and that’s OK.

•	 Serious	commitment	(including	resources) – Reducing vulnerability is a high 
priority for all of us. That means supporting it with people, a budget and other 
resources.

•	 Sustaining	partnerships – Successful collaborations don’t happen overnight.  
They need time to build, and occasional tweaks to ensure they remain fit for 
purpose.

•	 Empathy	– Understanding how vulnerable people feel is vital to designing  
an effective solution. Empathy also goes a long way when collaborating with  
other organisations. 

•	 Creativity – Innovation is key when addressing a deep-seated issue like 
vulnerability. We should not be afraid to propose new or unusual solutions.

•	 Positivity – By celebrating our successes, we maintain the optimism and 
confidence to push through any setbacks.

•	 Common	language – Clear, unambiguous communication is essential. Developing 
a common language to talk about vulnerability and hardship keeps us all on the 
same page. 

•	 Accountability – Clearly defined roles and responsibilities means everybody 
knows what they need to deliver.

•	 	Collective	advocacy	– People of all walks of life work 
together to create meaningful and measurable change 
around reducing vulnerability.

•	 	Engaged	community	groups – Groups such as sporting 
clubs facilitate discussions around vulnerability and financial 
issues.

•	 	Reduced	private	debt – Helping vulnerable people to get 
on top of their finances means less money tied up in private 
debt – a good thing for a healthy economy.

•	 	Improved	individual	and	community	resilience	– 
Individuals are more able to deal with unexpected life 
events. This, in turn, makes our community stronger  
and more cohesive in the face of adversity.

•	 	More-engaged	landlords – Rental property owners pay 
more attention to their tenants’ needs.

•	 	Sustainability	– Encouraging more energy and water 
efficient properties leads to less bill shock and a reduced 
impact on our local and global environment.

•	 	Increased	‘life’	education	– School students learn about 
topics such as managing finances, inequality, building 
healthy relationships and how to get the job they want.

•	 	Social	inclusion – People no longer feel vulnerable and 
isolated. They feel connected to their wider community.

•	 	Affordable	services – Essential services (water, energy, 
high-speed internet) are affordable and available to all 
Australians.

•	 	Increased	employment – Meaningful employment for 
everyone able and willing to work contributes to a healthy, 
happy and financially secure society. 

our shared vision
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breaKthrouGh 
projects

prOJeCt: seCure COMMitMent fOr tHe tHriving  
COMMunitY CHarter
Get organisations to commit to a charter that will create strong, thriving communities

prOJeCt: establisH tHe vulnerabilitY Hub
The Vulnerability Hub is the ‘one-stop place’ at the heart of our vision – a website that  
provides a single point of entry for all vulnerability support services.

Participants at the Vulnerability Roundtable worked in groups 
to generate innovative solutions to tackle vulnerability. Using 
a fictional but realistic ‘persona’ of an individual experiencing 
vulnerability, each group came up with collaborative prototype 
projects to support that person.

aCtiOn OrganisatiOns COMMitted
WORk WITH kEY dECISION MAkERS TO BUIld 
COMMITMENT TO THE CHARTER

Commonwealth Bank
EnergyAustralia 
Energy Water Ombudsman NSW 
Energy Water Ombudsman Queensland 
Energy Water Ombudsman South Australia 
Energy Water Ombudsman Victoria 
Origin Energy

NAB 
NSW Justice 
NSW Ombudsman
SA Water 
Sydney Water
Yarra Valley Water 

dEvElOp A vUlNERABIlITY  
ACTION plAN (vAp)
Inspired by Reconciliation Australia’s successful 
Reconciliation Action Plan (RAP) program, the VAP 
lets organisations commit to reducing vulnerability 
and holds them accountable for delivering on this 
promise

Yarra Valley Water

aCtiOn OrganisatiOns COMMitted
Build the VulneraBility huB weBsite AGL 

AMES
Commonwealth Bank 
EnergyAustralia  
Kildonan 
Momentum Energy
Origin Energy 

NAB
North East Water  
NSW Ombudsman
Scope
TasWater 
Yarra Valley Water

dEvElOp A CENTRAlISEd AppROACH TO SHARING 
pERSONAl INfORMATION ANd dATA

AGL 
Energy Consumers Australia
Energy Water Ombudsman Victoria 
Origin Energy  
NSW Ombudsman 

SA Water
Sydney Water
Western Water 
Yarra Valley Water 

HOST A CENTRAlISEd BOOkING plATfORM fOR 
CUSTOMER AppOINTMENTS

Kildonan 

pROvIdE ONlINE, pHONE ANd fACE-TO-fACE 
BROkERING SERvICES THAT HElp vUlNERABlE 
CUSTOMERS ACCESS THE SUppORT THEY REqUIRE

Commonwealth Bank
Good Shepherd  
 

Kildonan
Western Water

Six ‘Breakthrough Projects’ have been identified for further 
development. Participants at the event discussed and 
committed to different resources that they might be able  
to contribute to the projects. 

1

2

3

breaKthrouGh
projects

THE HUB
COMMUNITY   

CHARTER

COllABORATION
plATfORM

INSIGHT

AWARENESS
COMMON 
pRACTICE

aCtiOn OrganisatiOns 

COMMitted
BUIld ANd SHARE CROSS-SECTOR CApABIlITY 
AROUNd dEAlING WITH vUlNERABIlITY

AGL
AMES 
beyondblue 
City West Water 
Commonwealth Bank 
Consumer Utility Advocacy Centre
Dreamtime Art
Energy Water Ombudsman Victoria 
Gippsland Water 
Good Shepherd  
Kildonan
NAB

North East Water
Optus  
Scope
South East Water
Sydney Water 
Telecommunication Industry 
Ombudsman 
Victorian Council of Social Services 
Water Services Association 
Western Water  
Yarra Valley Water  

CONTRIBUTE RESOURCES THAT SUppORT 
COllABORATION, SUCH AS kNOWlEdGE, 
ExpERTISE OR MEETING ROOM fACIlITIES

AGL  
Ambulance Victoria 
Commonwealth Bank

Kildonan 
NAB  
Western Water

COMMIT TO pROACTIvE CROSS-SECTOR 
COllABORATION

AGL
Brotherhood of St Laurence 
Consumer Utilities Advocacy Centre 
Energy Consumers Australia
Energy Water Ombudsman NSW

Energy Water Ombudsman Victoria
NSW Justice
Origin Energy
Sydney Water 
Tenants Union Victoria

prOJeCt: build an enabling platfOrM  
fOr COllabOratiOn
Create the systems, processes and practices that will allow organisations to tackle vulnerability together.
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breaKthrouGh 
projects

aCtiOn OrganisatiOns COMMitted
INCREASE THE CApACITY Of STAff 
TO COMMUNICATE ANd dEAl 
AppROpRIATElY WITH INdIvIdUAlS 
ExpERIENCING vUlNERABIlITY

To provide training: 

•	  Scope – disability awareness, easy English

•	  Energy Water Ombudsman Victoria – vulnerability training

•	  AMES – CALD communities

•	  Kildonan – vulnerability, identifying family violence situations, dealing  
with mental illness, addictions, trauma, resilience for staff

•	  Commonwealth Bank – empathy, domestic violence training, mental  
health for self-care

•	  CISVic – interpreter training, identifying family violence, working with  
vulnerable populations

•	  Good Shepherd – hardship awareness

•	  ATO – empathy training, dealing with difficult situations 

Other contributors: 
AGL
beyondblue
Energy Water Ombudsman Victoria
Gippsland Water
Momentum Energy
NAB
North East Water 
NSW Ombudsman
Origin

SA Water
Sydney Water 
South East Water 
Telstra  
Taswater Yarra Valley Water  
VicWater
Water Services Association 
WEstjustice 

BUIld fINANCIAl lITERACY  
IN THE COMMUNITY

AGL 
ANZ
Australian Bankers’ Association  
Brotherhood of St Laurence  
City West Water

Commonwealth Bank 
Energy Water Ombudsman NSW  
NAB
South East Community Links  
Western Water

pROvIdE MATERIAlS IN fORMATS 
THAT EvERYONE CAN ACCESS ANd 
UNdERSTANd

AGL
AMES
City West Water
Energy Water Ombudsman Victoria 
Financial Counselling Australia  
Financial Ombudsman Service  
Kildonan
NAB

Origin Energy
Red Energy
SA Water
Scope  
Sydney Water
TasWater 
WEstjustice
Yarra Valley Water  

aCtiOn OrganisatiOns COMMitted
ENABlE EARlY INTERvENTION BY 
IdENTIfYING kEY INdICATORS Of 
vUlNERABIlITY fROM dATA

Yarra Valley Water

dEvElOp EMERGENCY plANS AGL
Ambulance Victoria

Optus

prOJeCt: grOW aWareness and CapabilitY
Build staff capability in dealing with vulnerable people and improve financial literacy and awareness  
in the Australian community.4 prOJeCt: develOp insigHt fOr earlY interventiOn 

Determine how organisations can intervene earlier in the vulnerability cycle, before individuals  
fall into hardship.5

6 prOJeCt: agree and iMpleMent COMMOn  
pOliCY and praCtiCe
Develop a shared set of definitions, policies and processes around vulnerability. 

aCtiOn OrganisatiOns COMMitted
AGREE ON pRINCIplES fOR A SINGlE 
dEfINITION Of vUlNERABIlITY ACROSS  
All SECTORS ANd ORGANISATIONS

AGL
AMES
Australian Bankers’ Association
City West Water
Consumer Action
EnergyAustralia
Energy Water Ombudman NSW
Financial Ombudsmand Service
Good Shepherd
Kildonan

Origin Energy
NAB
NSW Justice
South East Water
Suncorp
Sydney Water
Telecommunications Industry Ombudsman
Water Services Association
Western Water  
Yarra Valley Water

AllOW INdIvIdUAlS TO NOMINATE 
THEMSElvES fOR SUppORT pROGRAMS

AGL
Energy Water Ombudsman NSW  
North East Water
Scope  

South East Water 
SA Water
Yarra Valley Water

CREATE A SINGlE ApplICATION pROCESS fOR 
pEOplE ExpERIENCING vUlNERABIlITY

To lead: Australian Bankers’ Association 

Other contributors: 
AGL
Consumer Action Law Centre 
EnergyAustralia 
Energy Water Ombudsman NSW  
Energy Water Ombudsman Victoria 
Financial Counselling Australia  
Momentum Energy
North East Water 
Origin Energy

Suncorp 

Optus
SA Water
Scope 
Sydney Water 
South East Water 
Telecommunications Industry Ombudsman
WEstjustice
Yarra Valley Water  
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next steps

Roundtable participants have identified the next steps required 
to build a ‘partnership	of	the	willing’ and deliver our shared 
vision. 

They are:

•	 	CEO-level	commitment – Secure support for a shared 
solution at the highest levels of each organisation

•	 	Clear	vision	and	agenda – Further flesh out our shared 
vision, and the steps needed to deliver the six Breakthrough 
Projects

•	 	Funding – Secure the resources required to deliver the 
Breakthrough Projects

•	 	Secretariat	or	Steering	Committee – Set up a group to 
oversee Breakthrough Projects

•	 	Leadership	and	working	groups – Create groups to drive 
action on each Breakthrough Project 

•	 	Stakeholder	map	and	contact	directory	– Document the 
relationships and contact details for key stakeholders 

•	 Alignment - Check for consistent approaches and 
consolidate existing efforts 

•	 	Online	workspace	– Set up an online space to enable cross-
sector collaboration on Breakthrough Projects

•	 	Meeting	places – Agree on suitable locations for physical 
collaboration.




