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One Stop One Story (OSOS) Hub reaches 1000 referral milestone

The OSOS Hub is a world-first, cross-sector digital platform, helping people
experiencing financial vulnerability to access multiple avenues of support in one
place without having to repeat their story.

Launched in October 2021, the program has facilitated over 1000 cross-sector referrals, with a
presence in every state and territory.

Run by Thriving Communities Partnership (TCP), the OSOS Hub allows frontline workers from
corporate, government and community organisations to refer their clients across sectors,
connecting them with support from each organisation without the client needing to contact each
organisation individually.

Chief Advocate of TCP, Tim Costello, said the milestone was a welcome celebration of
cross-sector collaboration.

“It’s fantastic to have this many organisations from corporate, community and government
sectors working together on a single project. 1000 referrals is a noteworthy milestone. What an
amazing achievement of supporting people in need and removing the burden of retelling their
story.”

The initial pilot focused on supporting people impacted by Family and Domestic Violence, but
now assists people impacted by financial hardship due to factors like under/unemployment, cost
of living pressures, natural disasters, mental health and more.

Led by TCP, more than 30 organisations came together to co-design the project. This included
banks, telecommunications, transport, water and energy companies, as well as the community
sector and people with lived experience of family violence.

“When people need support from one of their service providers, they often need support from
many. The OSOS Hub is about simplifying processes and bringing services to the human,” said
Ciara Sterling, CEO of Thriving Communities Partnership.

“We know that repeating your story multiple times and having to provide evidence of family
violence or financial vulnerability can be a huge barrier to seeking support. Wrapping our
services around the human through the OSOS Hub helps to remove these barriers.”



Participating Partners in the OSOS Hub include corporate and government organisations
Commonwealth Bank, EnergyAustralia, Greater Western Water, Telstra, Transurban, South East
Water, Sydney Water and Yarra Valley Water.

Community organisations participating include Anglicare Victoria, Brotherhood of St Laurence,
Free from Family Violence (FVREE), Financial Counselling Network, Focus Connect, Mortgage
Stress Victoria, Rev Bill Crews Foundation, The Salvation Army, WEstjustice, and Variety - the
Children's Charity.

Recent data has shown that 35.1% of people in Australia are experiencing significant to extreme
financial stress, but many people still aren’t accessing the support they are entitled to.

Pat McCafferty, Chair of TCP, noted how important support like OSOS is in the current climate.

“Bushfires, floods, the COVID-19 pandemic and now the cost of living crisis have pushed more
people into vulnerability. Making people aware of support they may not have even known
existed is a huge benefit. We’re simplifying processes and making it easier for people to receive
the help they need.”

To learn more about the OSOS Hub, or if you are an Australian business looking to join the
growing number of participating organisations, find out more at
https://thriving.org.au/what-we-do/the-one-stop-one-story-hub or contact Paul Oglethorpe, Head
of OSOS Operations at TCP at paul.oglethorpe@yvw.com.au

- ENDS -
Quotes from OSOS Hub Partners

“Financial counsellors have been delighted by impacts of the One Stop One Story Hub.
The name says it all really. This has been a huge step forward in making it easier for
people to interact with companies and easier for companies to interact with people and
community organisations. Congratulations to the Founding Partners involved and thank you to
TCP for having the vision and will to make it happen.” - Fiona Guthrie, CEO, Financial
Counselling Australia

“The OSOS Hub is an important part of how we engage with the community and offer support at
Transurban. Through the Hub, we can connect to our customers in new ways and take a lot of
stress off people’s shoulders. Hearing their relief and appreciation and being able to offer
holistic support in an overwhelming and difficult time has been an inspiring element for our
frontline team.” Jane Calvert, Head of Social Licence, Transurban

“The amount of cross-sector collaboration within the OSOS Hub is fantastic. It strengthens our
relationships with our customers by enabling us to offer them even more support when they
need it, and strengthens our relationships across the corporate, community and government
sectors. We take a lot of pride in these relationships and being able to offer wrap-around
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support to those who need it most.” - Angela MacMillan, Group Customer Advocate,
Commonwealth Bank

“At Telstra, the OSOS Hub is helping us build a collective culture focused on the customer's
needs that engenders trust in the ability of business to do the right thing and embraces a duty of
care to the people we serve. This initiative allows our customers to feel that they are supported,
not only by us, but by their entire ecosystem of essential services. It’s simple: what is good for
the customer, is good for business.” - Christy Ditchburn, Sustainability Principal, Telstra

“Since joining the OSOS Hub, Mortgage Stress Victoria has helped clients who, without the
Hub, would never have known about our free services or how to access our help. Our
partnership with the OSOS Hub is also helping us reach clients earlier in the cycle of their
financial and housing insecurity, meaning we can prevent a crisis from occurring.” - Stephanie
Tonkin, Director of Operations and Strategy, Mortgage Stress Victoria

“The OSOS Hub simplifies processes for people seeking support, strengthening connections
between corporate, government and community sectors for a whole-of-system response to
vulnerability. The partnership is rapidly growing, as is its impact, and there is great potential for
the OSOS Hub to completely change the way we approach supporting our communities.” -
Claire Butler, Financial Capability Program Manager, Brotherhood of St Laurence

About Thriving Communities Partnership
Thriving Communities Partnership (TCP) is a charitable not-for-profit organisation that enables
collaboration across multiple sectors including community, business, academia, government,
NGO’s and those with lived experience. TCP’s goal is to see everybody have fair access to the
modern essential services they need to thrive in contemporary Australia.

TCP’s approach focuses on understanding the often complex influencing factors of vulnerability
using co-design and other community-led solutions that reduce the barriers to access and
embed sustainable and effective change.

TCP believes the best results for individuals, organisations and the community occur when we
have a movement of organisations working collaboratively within and across sectors to provide
holistic support. The challenge is not to ‘fix’ people, but rather to unite and shape a system
around what works better for people.

We aim to create a fair and connected system, so that everyone in Australia can achieve an
adequate standard of living, and live free from discrimination.
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