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Thriving Communities Partnership is
a cross-sector collaboration with the
goal that everybody has fair access
to the modern essential services
they need to thrive in contemporary
Australia, including utilities, financial
services, telecommunications and
transport. Thriving Communities
Partnership aims to build more
resilient communities and stronger
organisations.

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 Australian community.
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We believe 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,
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.
The Thriving Communities Partnership secretariat
thanks our Partners for their ongoing support without you all, this work would not be possible.
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on this research:
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A MESSAGE FROM
THRIVING COMMUNITIES
PARTNERSHIP CEO

It was late January, 2019, when heavy rain
first started falling in North Queensland.
It was the wet season, so not that
unusual, and people continued to go
about their everyday lives. But the rain
continued over the next week in and
around Townsville, people grew more
concerned, and water levels in the town
dam rose dangerously high. The dam
gates progressively opened as the water
level rose until the gates were fully open
in the evening of Sunday 3rd February
and massive amounts of water flooded
into town, inundating areas that many
believed ‘would never go under’.
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“A year on from the monsoon,
and in the first few months
of 2020 alone, we have been
impacted by catastrophic
bushfires, heatwaves, floods
and drought. And then came
the coronavirus (COVID-19)
pandemic - its impacts and
fallout are yet to be fully
understood. “

Ciara
Sterling
Over the difficult days, weeks and months that
followed, people hit hard by the flooding were
forced into making many decisions that impacted
their families, homes and businesses. Should they stay
home or evacuate to an emergency shelter? Should
they send staff home from work? Could they afford
rebuilding costs? When could they return home?
What about their children? Should they keep kids
in their familiar childcare centre - even if it meant
an extra hour of travel - or move them to one closer
to their emergency accommodation?
The North Queensland Monsoon affected 3,300
households and 54,000 businesses. The economic
and social cost was estimated at $5.68 billion1.
This not only includes impacts to buildings and
infrastructure, but also people’s mental and physical
health. It was deemed a ‘one in a thousand year’2
event, but across Australia we are experiencing these
destructive disasters more and more frequently. A year
on from the monsoon, and in the first few months of
2020 alone, we have been impacted by catastrophic
bushfires, heatwaves, floods and drought. And then
came the coronavirus (COVID-19) pandemic - its
impacts and fallout are yet to be fully understood.
For those of us not directly affected by the North
Queensland Monsoon, we might remember it as
‘something that happened last year’. It might be easy
to assume everyone has recovered and moved on. But
this research highlights that the community is still very
much feeling the impacts one year on. Many houses
and businesses still need to be rebuilt, people are still
facing significant financial burden and hardship, and

the psychological and mental health impacts
of trauma continue to emerge.
What gives us hope, however, is the strength and
resilience of the people of North Queensland. The
stories we heard from people about the support
they received from neighbours, friends, family and
even strangers were inspiring. As organisations,
we need to consider our role within communities,
particularly during disasters or challenging times.
This research highlights the importance of clear
communication, universal design principles and
effective coordination between organisations
during times of need.
Building trust with the people we serve and with
each other starts with a genuine desire to stand
for our community and be there for people when
they need us most. It’s about understanding their
experience, being flexible, working collaboratively
across sectors and across organisations and putting
people at the centre of everything we do. We hope
this research will support the learning and collective
actions we take in responding to any future disasters.
We are grateful to everyone who has been involved
in this research – especially the courageous, generous
and inspiring people of Townsville. The research
participants were committed to sharing their
experiences - no matter how difficult - in the hope
they could help make a positive difference for others
facing similar challenges in the future. They epitomise
what “better together” means. Let’s use this research
to make our organisations better together too.
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A MESSAGE FROM

our Partners

Thriving Communities Partnership
(TCP) is thankful to our Founding
Partners who made this project
possible. This phase was supported
by Energy Queensland, Suncorp and
Symplicit, driven by a desire to use
design for good.

As a Founding Partner of the Queensland Chapter
of TCP, we saw this as a unique and valuable
opportunity to collaborate with a variety of
organisations to improve our capability to support
Queenslanders in times of need.

As a Founding Partner of TCP we have always seen
the benefit of cross industry thought leadership.
When it comes to natural disasters and Townsville in
particular, Suncorp understands the need to invest in
mechanisms to support community resilience.

As an essential service, our power restoration efforts
have often led the way in Queensland’s major
disaster response efforts. However, while we are
well-versed in emergency response and already
have strong relationships with our councils and
emergency service providers, we believed we could
do more for our customers by better understanding
the holistic experience of a community in a disaster
and by working together with others from across the
community more broadly. This has never been more
important. The insights in this report and our collective
response will make a difference to how effective we
all are now, with the widespread impact of COVID-19,
and in any of our future disaster recovery efforts, and
in building community resilience more broadly.

This is why when presented with the opportunity to
participate in this research, we felt it was an important
step in enhancing our understanding of community
needs; and the impact that insurance can have on
building and maintaining financial resilience and
wellbeing.

Sara Collins
Manager Community Strategy
THE ENERGY QUEENSLAND GROUP

Whilst we always strive to understand our customers’
needs and have worked hard with community
partners during these events, we know that there is
always more work that can be done to better support
those affected. We hope that the insights from this
research provide opportunities to work with other
TCP partners in supporting both financial and mental
wellbeing and resilience.
Nicole Wishart
Manager Group Customer Advocate
SUNCORP

It was an honour to be selected by TCP to conduct
human-centred design research to understand the
experiences of the individuals and small to medium
size enterprises negatively impacted by the North
Queensland Monsoon disaster in Townsville in
February 2019.
As a design consultancy specialising in innovation
and human-centred design, Symplicit helps to bridge
the gap between people and their experience with
products, services and their environment. In the
context of this project, this included complex, largescale, cross-organisational experiences during a
natural disaster event. By putting people at the centre
and understanding the human experience, we are able
to design to address challenges on all scales, from
developing new products and services to transforming
the ways organisations do business.
We spent a week in Townsville, gathering stories and
learning all we could from the communities there. By
mapping their stories and experiences visually, we
were able to identify opportunities to provide real
cross-sector, people-centred improvements for our
partners. Symplicit are proud that this research can
contribute to supporting communities with disaster
prevention, long-term recovery and community
resilience. As Founding Partners, we look forward
to continued work with TCP to support the most
vulnerable in our communities.
Alex Ramsay
Client Engagement Manager
SYMPLICIT
Keith Diamond
Director
SYMPLICIT
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Executive
summary
During a natural disaster, people interact
with different organisations from across
community, business and government
sectors. Some experiences will be
positive, others negative, but all will
be interconnected. As organisations,
we need to understand how these
experiences collectively impact on
people and communities so we can avoid
unintended negative consequences.
If not, we will miss the opportunity
to provide holistic support to people,
earn their trust and build our collective
resilience to future disaster events.

Project Purpose

About the Project

Research Insights

This project involves mapping the experiences
of people in the Townsville community who were
negatively impacted by the 2019 North Queensland
Monsoon. By asking people directly, and mapping
this journey from their perspectives, the project seeks
to understand the various organisations people
interact with during severe weather events and their
experiences in dealing with them. This project aims to
identify opportunities to provide tangible, actionable,
cross-industry and cross-sector improvements to
support people impacted by disaster - from disaster
preparedness through to long-term recovery and
resilience.

‘Achieving real transformation requires
a willingness to critique, to reflect and
to envision new possibilities.’ 3

The following research insights were generated
from interviewing 12 residents and eight small and
medium sized business owners in Townsville who
were impacted by the monsoon. These individuals all
lived through the same event, but each had unique
experiences and insights to share. We are grateful to
them, and also to others in the community, who took
the time to share their stories with us. For many it was
their first time speaking about the impact of
the event.

This project was born from a need identified by
Energy Queensland following the 2019 North
Queensland Monsoon and soon embraced by
Suncorp and the Queensland Chapter of the Thriving
Communities Partnership (TCP). It recognises the
complexity and interconnectivity of the ecosystem in
which we live and the need for organisations to work
collectively, rather than individually, to support people
in our community during challenging times.
If we want to make sustainable positive change, we
must recognise that we all have a co-responsibility
to act. We must come together to reflect, learn
and test new responses. We need to work together
with stakeholders, including community members
directly impacted by the work we do, to develop
transformational partnerships that move us away
from doing business as usual.4
This project has been divided into two phases:
• Phase 1 - understand the experience of individuals
and small businesses from their perspectives.
• Phase 2 - understand the experiences of first
responder and frontline service providers from
their perspectives.
A small working group worked collaboratively on
Phase 1 over 2019 and 2020, which culminated in
Symplicit and the TCP secretariat visiting Townsville
in February 2020 to interview people to better
understand their experiences.
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The research insights represent common themes
and findings that aim to create a collective community
voice. The insights are split into two main categories,
which reflect the two end-to-end journeys uncovered
in the research:
• Residential and Whole-of-Community Insights –
these pertain to residents impacted by the disaster
event.
• Small and Medium Size Business Insights - these
pertain to local business owners impacted by the
disaster event. It should be noted that a business
owner is also likely to be a resident, which means
the insights in both journeys are relevant to a local
business owner context.
The insights highlight the complexity and
interconnectivity of the service and support
ecosystem when responding to a disaster event.
As such, it should be noted that the following
insights are highly interrelated, and that every
action and interaction has flow-on effects for
other organisations, individuals and communities.
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RESIDENTIAL AND WHOLE-OF-COMMUNITY
RESEARCH INSIGHTS
Communications across the journey
influence response and recovery
• Community word-of-mouth and the ‘street
presence’ of organisations and emergency services
were identified as a prevalent, accessible and
effective means of communicating.
• Digital exclusion, a lack of social connection and
geographic location were identified as barriers to
accessing information and timely communications.
• There was an overall lack of awareness of the
assistance programs and support available from
essential services, highlighting an opportunity to
improve proactive communication to promote
services.

Connections and community
networks are key
• There was a clear link between a person’s level of
community connectedness and their resilience to the
disaster.
• Community organisations were key in actively
connecting with people throughout their journey,
particularly those without strong social and support
networks.
• Strong referral pathways within the community
sector and across sectors were key to simplifying
people’s journey and proactively facilitating access
to relevant support, services and programs.

There is a need for universal design
• During a disaster event, an environment that
is not universally designed (one that considers
the accessibility and usability of an environment
- building, product, service, space, etc) creates
additional challenges, stressors and potentially
serious health implications for people with a
disability or needs that are not considered.

Electricity is a gatekeeper
during a disaster
• Access to electricity is a key factor in decisionmaking during a disaster event as it is so crucial to
safety and liveability.
• Whether or not they have electricity is a major
consideration for people. when considering
evacuation leading up to a disaster event, and
for those returning home to a damaged or
uninhabitable home in the aftermath.
• For some people, particularly those from culturally
and linguistically diverse backgrounds, a lack of
simple, accessible and relevant communications
around managing electricity during a disaster event
were identified as barriers to safe and timely access
to power.

Recovery is often a ‘financial maze’
for residents
• The way an organisation supports a person during
the recovery process can greatly influence their
experience and their trust in that organisation.

• People who are impacted by policies and processes
that lack flexibility to adapt to a disaster event, may
be more vulnerable to financial hardship.

• People face many financial decisions as they
navigate through the aftermath of a natural disaster
event and take steps towards recovery.

Trauma and mental health can
subconsciously be deprioritised

• A person’s financial capability and their ability
to self-advocate, along with their knowledge
or relevant technical expertise (ie construction,
architecture, etc), may influence their ability to
make decisions.

• In the wake of a disaster, personal and family safety
takes immediate priority, and people are inundated
with tasks and decisions necessary to regain stability
and a sense of normality.

• Limited capacity to engage in complex processes
and protracted discussions with financial
institutions, and a lack of awareness around
available resources and financial products, were
identified as barriers to recovery.

Flexibility within the system supports
individual resilience
• Organisations that take a flexible, innovative
approach and work with community members
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to understand and respond to their unique
circumstances are perceived to better contribute
to positive community outcomes.

• Emotional wellbeing is often overlooked, and the
true emotional impact and need for psychological
support may not be realised until six to 12 months
after the event.
• Organisations that did not have trauma-informed
processes or appropriately trained staff were
recognised as a barrier to community members
engaging with support services.
• Difficult interactions with service providers were
often traumatic and had a significant impact on
people’s experience.
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SMALL AND MEDIUM SIZE BUSINESS
RESEARCH INSIGHTS

The employer is a pillar in the
community

There is an aversion
to accepting ‘charity’

• The recovery and operation of local businesses after
a natural disaster are instrumental to community
resilience.

• There is some reluctance among business owners
to accept assistance, often seen as ‘charity’.

• Businesses not only support the local economy, but
provide the goods, services and support required for
community recovery.
• Employers often played a significant role in the
recovery journey of their employees by providing
financial security through consistent income,
flexible working arrangements and other supports.

Family safety is the priority
• If a local business owner finds their home and family
impacted or at risk during a disaster event, this takes
priority and they are likely to have limited capacity
to address the needs of their business until the
wellbeing of their loved ones is assured.
• Business recovery may be delayed, potentially
compounding property damage, impacting staff
and delaying the availability of goods and services
for community recovery.

• Feelings of pride in self-sufficiency, shame and the
perception that ‘someone else is worse off’ were
common barriers to seeking financial assistance.
• Implications include a tendency for business owners
to draw on their personal finances which may
impact their family and leave them more vulnerable
to longer-term financial hardship.

Business insurance was a pain
point for many
• Many businesses rely on insurance to provide
security in times of crisis, but some felt let down
by their policy.
• Barriers to businesses having appropriate cover
for the impacts of the flood included complex
and inaccessible contracts and policy documents,
a lack of awareness of the financial and insurance
products available to suit their business needs
and the perceived unaffordability of flood
insurance options.
• Business insurance was purchased through a broker
and some small business owners were frustrated to
discover that the policy they had purchased upon
the recommendation of their broker did not provide
cover for what they had requested.
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Government grants and support are
a welcome relief, but there was some
red tape
• The financial assistance for small businesses
made available by the government was beneficial
and well received, but some of the processes
and conditions for accessing grants created
unintended challenges for applicants.
• Barriers to access included the length and
complexity of some applications and a lack of
alignment between financial assistance and
insurance offerings which complicated decisionmaking or caused lengthy delays.
• Many businesses, from micro-enterprises to notfor-profit and small businesses, benefited from the
support provided by the Small Business Recovery
Centre, a one stop hub where businesses could
access advice and services during immediate
recovery and in the longer term.

Macroeconomics influence
community resilience
• After a disaster event, there are significant ripple
effects through the service and supply chain that
may impact negatively on the local economy and
longer-term community recovery.
• These financial effects may include: limited stock;
inability to pay suppliers; the availability of local
suppliers and local human resources; transport
challenges; difficulty keeping up with staff wages;
failure to meet return on investment and other
business goals.
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Emerging opportunities
A number of emerging opportunities to improve
community outcomes and address key barriers and
pain points were identified throughout this project.
These were identified both in conversation with
community members during contextual interviews, and
through ideation on research findings in a cross-sector
workshop.
Some of these opportunities include exploring how
we might take a collaborative cross-sector approach
to disaster preparedness, response and recovery, and
address challenges by:
• Investigating ways to increase disaster awareness
and preparedness amongst communities in disasterprone areas.
• Applying Universal Design Principles to disaster
preparedness and response to ensure environments
and services are accessible and inclusive to all.
• Exploring opportunities to better support
communities through the long-term and enduring
phases of disaster recovery.
• Providing accessible, coordinated and clear
communication before, during and after a disaster
event.
• Fostering community connection and reducing digital
and social exclusion.
• Supporting safe access to electricity and other
essential services as quickly as possible following a
disaster.
• Increasing awareness, training and capacity building
for organisations and front-line staff responding
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Next steps
to a disaster event.
• Ensuring timely access to appropriate financial
information, advice, programs and assistance
before, during and after a disaster event.
• Supporting the immediate and sustainable
recovery of businesses following a disaster to
better contribute to the local economy and wholeof-community recovery.
• Increasing community awareness of trauma and
the psychological impacts of a disaster event and
improving access to mental health services.
• Designing human-centred responses that identify
the importance of community advocacy and
recognising community members as experts
in their own lives.
We encourage organisations to continue to
ideate on the findings of this research and explore
opportunities to better support community
members and contribute to community
preparedness, recovery and resilience. Opportunities
may include those relating to internal organisational
operations and collaborative,
cross-sector approaches.

While the scope of this research focused on the
North Queensland Monsoon, the insights and
opportunities may be relevant across regions and
disaster events, particularly as we deal with the
immediate and longer-term impacts of COVID-19.
We recommend that organisations engage with
local community members and organisations to
better understand what would be most relevant
when looking to apply these learnings in different
contexts.
A key driver for all participants involved in this
research was the hope that sharing their story
would help others in future disasters. This
responsibility is one that the TCP community
takes seriously. We are committed to ensuring
that research is not created to sit on a shelf, but
is used to bring about real and meaningful change.
This research will be shared with the broader
community both through the TCP Queensland
Chapter and with organisations on the ground in
Townsville. It will also be shared with organisations
across Australia currently exploring opportunities
for effective and aligned responses in other disaster
events.
We will also explore opportunities for TCP to
undertake Phase 2 of the Disaster Planning and
Recovery Collaborative Research Project. This would
provide greater understanding of the relationship
between the experiences of individuals and frontline service providers and first responders, to expand
our insight and opportunities for positive change.
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Background
Energy Queensland approached TCP
in mid-2019 with an idea to map the
experience of people impacted by the
North Queensland Monsoon, not just
from an energy perspective, but across all
the organisations people interacted with
during the disaster. Energy Queensland
felt it was not enough just to understand
how their organisation had supported
people when they knew some people
were still experiencing housing instability
and struggling to pay bills. Suncorp
quickly came on board and the concept
of a collaborative research project was
developed. As TCP Founding Partners
and signatories to the TCP Charter,
both Energy Queensland and Suncorp
knew that we needed to look at people’s
experience from beyond the view of
individual organisations.

The TCP Queensland Chapter had previously
identified the strength of the Queensland community
to respond to natural disasters, so they embraced the
opportunity to work collaboratively on this project
and a working group was developed. All organisations
throughout the TCP national network were invited to
get involved.
A working group consisting of TCP Partners,
Queensland Chapter participants and the TCP
secretariat was formed in July 2019. The working
group consisted of members from Suncorp, Energy
Queensland, Australian Red Cross, Queensland
Council of Social Services, Good Shepherd
Microfinance (now Good Shepherd Australia New
Zealand), NAB, the Queensland Energy and Water
Ombudsman and State Government representatives.
This group worked collaboratively over 2019 and
2020 to define the scope of work, build a deeper
understanding of the context and engage local,
state, and national organisations. This culminated in
the human-centred research and design company
Symplicit joining TCP as a Founding Partner to
conduct the research. Symplicit and the TCP
Secretariat visited Townsville in February 2020
to undertake interviews with individuals and local
businesses to learn about their experience.
Every individual and business who experienced the
North Queensland Monsoon has their own story to
share. We’ve been privileged to hear some of them
through this work.

18
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About the
project
This project involves mapping the
experiences of people in the Townsville
community who were negatively
impacted by the 2019 North Queensland
Monsoon disaster. By asking people
directly, and mapping this journey from
their perspective, the project seeks to
build understanding of the organisations
people interact with during severe
weather events, and their experiences
with them. Through this project we hope
to identify opportunities to provide
tangible, actionable, cross-industry
and cross-sector improvements to
support people impacted by disaster
from preparation through to long-term
recovery and resilience.
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The working group determined the project
would fall into two phases:
• PHASE 1
Understanding the experience of residential
individuals and small business from their
perspective.
• PHASE 2
Understanding the experience from first
responder and frontline service provider
perspective.

This report contains insights from Phase 1 of the
project, which was carried out from July 2019-June
2020. A full summary of the research activities can be
found in appendix 5. This phase was made possible
with the support of Energy Queensland, Suncorp
and Symplicit, and TCP working group members.
The TCP secretariat provided collaborative project
management support.
Most importantly, this work would not have been
possible without the many community members in
Townsville. They took the time to share their stories
and insights in hope that it would drive organisations
to work collaboratively and provide a holistic
experience for communities experiencing a disaster
event. Thank you to everyone who shared their story
to allow us to develop the collective community
experience that you will read on the following pages.
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The TCP
way
The TCP community recognise the
complexity and interconnectivity of our
ecosystem and the need for organisations
to work collectively, rather than
individually, to support people through
tough times.
If we want to make sustainable positive change, we
must recognise that we all have a co-responsibility
and need to come together to reflect, learn and
test new responses. We need to work together
with stakeholders, including community members
directly impacted by the work we do, to develop
transformational partnerships that move us away from
doing business as usual.4
TCP’s approach is based on the Partnership
Brokering Association’s principles of partnership
brokering.3 We are driven by the principles of diversity,
equity, openness, mutual benefit and courage. We
demonstrate this by keeping humans at the centre of
our work, leaving competition at the door, minimising
harm, building on existing strengths and avoiding
duplication. In keeping true to this commitment, this
project has been guided by the National Principles
for Disaster Recovery6 which identify the following six
principles that lead to successful recovery.

22

National Principle
for Disaster Recovery

Project Response

Understand the context

The research involves in-depth qualitative interviews
from a diverse range of people across the community.

Recognise the complexity

TCP’s human-centred approach and collaborative project
methodology is designed to recognise and navigate through
complexity to build understanding and explore opportunities.

Use community-led approaches

The project and the actions that evolve from it are driven by the lived
experience from community members.

Coordinate all activities

The TCP community is made up of over 270 organisations nationally.
The TCP secretariat make a commitment to share findings and
insights at a local, state and national level in support of a coordinated
approach.

Communicate effectively

The project has feedback loops to ensure that those who have
contributed to the research also have the opportunity to be involved
in exploring opportunities.

Recognise and build capacity

Phase 2 of the project will involve front-line service providers because
we recognise that organisations on the ground already have many
strengths and insights to contribute to our collective response to
disaster events.

“If we want to make
sustainable positive change,
we must recognise that we
all have a co-responsibility
and need to come together
to reflect, learn and test new
responses.”
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Research design
and scope of
Phase 1
The scope of Phase 1 was to understand
and map the experience of individuals
and local businesses impacted by the
2019 North Queensland Monsoon. This
involved interviewing 12 residents and
eight small to medium size businesses
who had experienced at least one of
the following:
• A long-term outage of electricity (over 24 hours)
• Needed financial or insurance support
• Physical or mental health related impacts
While the research focused on the North Queensland
Monsoon event, the insights and opportunities may
have applicability across regions and to other disaster
events. We would recommend that organisations
looking to apply these learnings in different
contexts engage with local community members
and organisations as part of the process to better
understand what would be most relevant.
To understand and map the experience of people
impacted by the North Queensland Monsoon, TCP
engaged the human-centred design and research
agency Symplicit to design and execute the research.
The deliverables of the research were to:
• Produce a holistic end-to-end journey map of the
experiences for residents and local businesses
impacted by the disaster.
• Produce an insights report to accompany the
journey map.
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To achieve these objectives, Symplicit conducted
research and analysis activities with TCP partners,
the project working group, Townsville residents and
local businesses. The research and analysis were
executed in four stages.
1. First, a workshop with the project working group
was held to ‘download’ knowledge from service
providers and construct a draft journey that was
used to structure an interview discussion guide.
2. Next, TCP recruited 20 participants who had
been impacted by the North Queensland
Monsoon disaster to take part in hour-long
deep dive interviews. The interviews were
held in Townsville at the participant’s home,
business or place of work, and participants
were remunerated for their time and insights.
3. Next, these interviews were analysed and the
insights were shared with the project working
group in a workshop. Workshop participants
also began to identify possible opportunities for
improvements within and across organisations
and sectors.

Research limitations
To ensure that we were able to hear from a broad
cross-section of the community, we used multiple
channels to recruit participants, including shopping
centre stands, social media, small business
stakeholder lists and through local organisations,
including non-government organisations. We also
had access to interpreters to ensure we were able
to interview people from culturally and linguistically
diverse communities. We acknowledge there are
some limitations with the research and its ability
to be a representative sample of the Townsville
population. Due to funding limitations, we were only
able to interview 20 people across the community.
Young people (under the age of 30) were not
represented in the sample and we did not ask all
people about their cultural background, including
if they identified as an Aboriginal or Torres Strait
Islander person. We also were not able to travel
long distances so we were restricted to a location
of Townsville and the surrounding neighbourhoods.

4. Finally, the interview data was used to construct
two user-experience journey maps visualising
what it’s like to go through a natural disaster
and also to create this report.
For full details of the research design, please refer
to Appendix 5.

“We would recommend that
organisations looking to apply
these learnings in different
contexts engage with local
community members and
organisations as part of the
process to better understand
what would be most relevant. “
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Mapping
the journey

LOCAL BUSINESS JOURNEY MAP
Local Business Owner
Journey Map

Stages

The journey maps created from this research
combine the stories that residents and local
businesses shared during their interviews to depict
a collective community story for these two groups.

Life Before

Weather Warning

Disaster Impact

Aftermath

The period of time before any weather warnings are
issued. People's life circumstances and their level of
disaster preparedness may vary greatly. Several of these
factors, and their potential impacts on resilience are
detailed below.

Oﬃcial warnings have been made public, but
community members' responses may vary. Most
people take notice of a signiﬁcant weather
event, but may not perceive a threat.

The community as a whole responds to the now
immediate threat of the disaster. Personal and
family safety takes precedence.

Each member of the community is confronted by,
processes and evaluates the damage that was caused
by the event. Connection and community networks are
key in the early recovery phase.

I'm going to do a DIY rebuild 13
I decide to do a DIY because I do not have the funds for
tradespeople and there is an urgency to get open again.
Financial Inclusion, Wellbeing and Resilience
A person's ﬁnancial situation including access to a bank
account, savings, and their ability to meet day-to-day expenses
may impact their journey through a disaster event. Other life
events such as the birth of a child may change a person's
ﬁnancial situation suddenly. Having a ﬁnancial buﬀer or funds
for a 'rainy day' was seen to positively impact disaster resilience.

TCP's Disaster Planning and Recovery Collaborative Research Project
aims to map and understand the experiences people in the Townsville
community who were negatively impacted by the 2019 North
Queensland Monsoon disaster. This includes understanding who they
interacted with and their overall experience through these numerous
interactions.

Do we have power?
Having power is key to enabling clean-up and
rebuild to begin.

How quickly can I reopen? 6
I need to understand the extent of the
damage and costs. I am anxious to reopen as
quickly as possible.

Macroeconomics
The strength of the local economy prior to a disaster is likely to
impact community recovery and resilience. A strong economy
will assist with access to goods, services and cash reserves to
aid recovery, yet a weaker economy may struggle to absorb the
impacts to the disaster and become further eroded.

11

Clean up
Dispose of damaged items

I need to get open! 16
Whatever it takes, I need to get open as quickly as possible,
because every day I am losing revenue and needing to pay staﬀ.
I need to decide if I am going to DIY or hire
tradespeople 12
How I proceed to rebuild is dependent on the funds I
have available to me and the insurance cover I have.

7
I need to attend to my staﬀ
I've worked hard to build a good team, I don't want to let them
down and need to keep them informed about what is happening.
Some of them might be in bad situations themselves.

I need to decide if I am going to rebuild the
damaged premises or move to a new location

I need to reconcile the old premises
I need to attend to forms and agreements that
can release me from my old premises.

9

I need to secure tradespeople 14
This can be signiﬁcantly delayed if I have
issues with my insurance claim.

Reconstruction gets underway 15
It is imperative for me to get things moving as I need
to open as quickly as possible.

Open (fully up and running)
Open with some make-do's

Financial Inclusion, Wellbeing and Resilience
People may have regained ﬁnancial stability, however new
ﬁnancial challenges may begin to emerge. Following the ﬁrst
12 months of the disaster: Reduced rents are raised; Bill
extensions end; Loan payments begin; People are still
discovering unforeseen expenses that are a direct result of
the initial impact.

I move the business to a new /
temporary location

If I have opened in a temporary premises, I
need to keep looking for a permanent one.

Business owners may simultaneously be experiencing
the residential journey and also need to monitor how
their home and family may be impacted.
Digital Inclusion
A person's digital access and capability may inﬂuence a
number of other factors including their ability to access
community support, receive/access information and manage
their ﬁnances, all of which may impact their journey through
a disaster.

The map is directly informed by 8 contextual community interviews
held in Townsville between February 3 - 7, 2020, a year after the
disaster occurred.

Who we spoke to

3

Engagement with the community was conducted through 12 interviews
with residents and 8 interviews with small business owners from
Townsville from three diﬀerent cohorts. The cohorts comprised people
experiencing hardship or vulnerability pre-disaster; people newly
experiencing hardship or vulnerability as a direct result of the disaster;
and local businesses operating in the region who have been impacted
by the disaster.

No customers or staﬀ are present 4
There is nothing more I can do, but see if I
can get to the business to check on it.

Local Business owners may be simultaneously
monitoring what is happening to their home.

Do we have power?
Having power is key to decision-making as it is an
important resource for safety and business
operations.

I monitor the situation

I have become highly aware of the severity of the situation,
it is starting to impact on the area surrounding my business,
and my staff.

Flood Journey

Important communications, services involved, negative and positive
impacts on resilience are presented at the bottom of the map and
correlate back to a step or set of steps in the map. Use the footnote
numbers to cross-reference between the steps and the information
below.

My family becomes the priority
At this point, I can't do much else for my
business. I focus on the safety of my home and
family.

Local business owners may be going through the
complexity of dealing with insurance at home at the
same time.

Business owners that work from home would follow
along the residential journey.

Macroeconomics
The community may be spending less as they continue to
recover from the disaster, which may discourage new
businesses from opening and cause existing ones to struggle.
The business-to-business economy may face challenges as local
supply chains are interrupted or discontinued, and international
suppliers lack consideration for aﬀected local businesses. New
businesses and residents may be reluctant to move to the area.

I dispute the outcome 18
I receive an outcome on my claim which
I am unhappy with, so challenge it.

Refer to Residential Journey Map

Refer to Residential Journey Map.

Refer to Residential Journey Map

I need to decide to close the business or stay open
I need to make a decision whether it is safer for my
staﬀ and customers to close.

I close the business
If something bad happens, the safety of my staﬀ are
at risk and my business reputation is on the line.

3

Social Inclusion and Community Networks
A person's level of social inclusion may impact their journey
through a disaster event. Strong personal connections and
family/community networks are likely to increase one's
resilience and ability to recovery from a disaster.

I have insurance
I know I have insurance and I think I'll be covered.

I call my insurance broker
As a business, I manage my insurance through a
broker, not directly with the insurance provider.

I submit a claim

17

Assessment of damage is performed 18
I receive an assessment from my insurer's
contractors and begin to gauge quotes / outcomes.

I receive quotes / scope of works

My claim is declined 18
I receive a negative outcome
on my claim for the damage.

18

Insurance

I have awareness of a weather event 1
I become aware that there is a lot of rain and
hear ﬂooding is occurring.

5
I'm trapped with customers or staﬀ
In a hotel business there may be customers who
are trapped and anxious. Staﬀ at a retail
business may need to be contacted to close the
business and leave safely.

I act and prepare 2
I'll start preparing (i.e. sandbagging, raising equipment
oﬀ the ground, communicating with staﬀ), but I try to
maintain customer satisfaction and business as usual.

Evacuate
Once evacuated, customers may follow the residential journey
to seek shelter.
Refer to Residential Journey Map

Weather event subsides

6
I confront the aftermath
Anxious, I confront the aftermath and
begin to evaluate the damage.

I check my insurance status 17
I make contact with my insurer or I realise I do not
have appropriate insurance for my business /
equipment.

I am alarmed to ﬁnd out I am not insured
for ﬂood! 17

I dispute with the broker 17
I am not able to speak directly to the insurance
provider, rather I need to deal through a broker.

Litigation
I accept the outcome 18
I receive a positive outcome or I'm too
tired to keep challenging the outcome.

Cultural and Linguistic Diversity
People often have varying degrees of understanding of the
legal, societal and ﬁnancial systems in Australia, including things
like insurance, inﬂuencing their disaster preparedness and
resilience. CALD people with limited English may also face
additional challenges in navigating this complex journey.

5
I bide time
I try to keep customers safe and calm.

I don't have appropriate insurance
I wasn't informed about insurance inclusions, I was
unable to aﬀord ﬂood insurance, or did not see the
cost-beneﬁt.

I monitor the situation
I'm highly anxious and feel responsible for the safety
of others and there are questions running through
my mind: Will the resources available be enough get
us through? How long do we have? How are the
customers? Are there any new threats I should be
aware of? What's happening elsewhere?

I accept the standing or resign to the situation to
avoid further dispute.

This map visualises the experience based on the 8 local business
owners interviewed.

Finance
I need to assess my business revenue 19
How has the cashﬂow to my business been aﬀected?

2 x Female

Townsville

Disaster Awareness and Preparedness
Those who are alert to the potential of natural disasters, and
take steps to mitigate risk and prepare, are likely to be more
resilient. Preparedness may include stocking and emergency
kit, a plan to safeguard important documents, ensuring
house/belongings are raised out of ﬂood zone and
monitoring weather. These activities do not always aid
resilience and recovery however, as every disaster is unique
in its onset and conditions.

6 x Male

Social Inclusion and Community Networks
New bonds may have been forged during the crisis, creating
stronger networks and a sense of community, however
mistrust in service providers and people leaving the area due
to fear or hardship may erode this new-found sense of
community. The isolated and socially excluded may be
particularly at risk of vulnerability.

I'll be able to continue the business
I feel comfortable and in control of by
business ﬁnances and begin to look
towards the future.

Second weather event
Conditions may escalate bringing a second
wave of impact and further destruction.

Sales or service stream
These revenue streams may stop due to the disaster.

20
I need to asses the costs to the business
Are there new expenses I have to deal with as a result of the
disaster? What am I still liable for?

Issued invoices to collect
Supplier and service invoices may be more diﬃcult
to collect following a disaster but I'm depending on
them to maintain some income.

I draw on my resources as a business owner to get by
I may draw on my personal ﬁnances ﬁrst.

Unforeseen expenses due to the event

I am struggling to make things work

TCP Queensland Chapter

Local business owners may ﬁnd they have to have
to deal with complexity of ﬁnances both at home
and at their business.
Refer to Residential Journey Map

24
How am I doing ﬁnancially?
I may be experiencing some level of ﬁnancial stability
and security, my business ﬁnances may be as they were
before the disaster, or the business may be in ﬁnancial
hardship.

How much ﬁnancial pressure am I feeling? 21
I'm doing some calculations to get a clearer picture of my
business ﬁnances.

My regular bills, loans and staﬀ wages

The TCP Queensland Chapter is a group of organisations who operate
within Queensland and come together to collectively build a system
that supports all people. They recognised the strength of the
Queensland community in responding to natural disasters and
embraced the opportunity to work collaboratively on this project and
hope these ﬁndings are useful for organisations across Australia.

Aversion to ‘charity’ 22
Pride and negative perception of ‘charity’ and assistance may be
a barrier to business owners accessing further support.

Will my business be ok?
As new cashﬂows and expenses come in, I either begin to
feel relief or I still feel pressure to make ends meet.

I do not seek any ﬁnancial assistance

Disaster Awareness and Preparedness
Having lived through a natural disaster, there is likely a
higher level of disaster awareness amongst the community.
People may be prompted to take steps to prepare for future
events, however by the time a sense of normality is restored,
people are likely exhausted, and the initial impact of the
event has subsided.

Business is sustainable
The business is in ﬁnancial hardship

Financial Assistance
I recognise the need for ﬁnancial assistance 22
I realise now that I can't do this on my own and I'll have to seek
support.

I search for ﬁnancial assistance 22
I look into the ﬁnancial assistance options available,
i.e. grants, small business recovery centre.

I apply for and receive ﬁnancial assistance 22
I access assistance programs through government,
NGO's and ﬁnancial institutions.

I look to cut unnecessary expenses if I have to 23
I've held oﬀ as long as I can, but I need to cut expenses,
which may mean reducing staﬀ hours or letting staﬀ go.

My business is struggling
Business running costs and outweighing revenue and
resources.

I close the business

Health and Accessibility
A person's health and wellbeing prior to and during a
disaster may also impact their experience. Particularly, those
with medical or accessibility needs may face barriers and
challenges to accessing healthcare and other services along
the disaster journey.

Health, Mental and Emotional Wellbeing
Amidst the complexity of the journey, people's mental and
emotional health often gets overlooked or deprioritised. Often
mental health comes to the forefront around 6-12 months after
the event, once the sense of crisis resides. PTSD can have
negative eﬀects on residents and businesses alike.

Please note:
People may present with more than one of these factors,
however just because someone presents with these factors, it
does not necessarily mean they are less resilient or more likely
to experience vulnerability. These factors are inﬂuenced by the
level of inclusiveness of the ecosystem pre-disaster.
Organisations need to be ﬂexible, understand how these factors
intersect with one another and understand their role in
ensuring that these risk factors don’t adversely aﬀect anyone’s
ability to represent their interests, make their own decisions
and build their own resiliency.

• Services people interacted with

Emotions
A representation of the range and intensity of emotions experienced along the journey
as expressed by people interviewed. The emotions are mapped according to the direct
quotes from community members featured on the map. As every person's journey is
unique, this does not necessarily represent everyone's emotional experience.
Anger

Happiness

Fear

Adrenaline

Sadness

Quotes

We had a week of very heavy rain. We were very excited at the
beginning because of the drought, then in the middle of the
week we were thinking, when is it going to stop?

Direct quotes taken from the interviews that illustrate their thoughts and emotions.

• Negative service impacts and pain points

Communications

1

How local business owners reported accessing key information
to help guide them through critical steps in the journey.

Services

1

2

Council; Police; Military

2

Text messages from Council; Police and Military door
knocking; Bureau of Meteorology (BOM); News; Social
Media

Council; Police; Military

I sat down with my wife, ‘Are we going to close the store? Are our
staﬀ perceived to be in danger?’

We just bought the business and moved here. We don’t even
know anyone in Townsville, even now really. We didn’t call
anyone.

Friday night they dropped oﬀ the sand bags. We thought we better
put the sand bags down, but by the time we had put them down
the water was already going over the top. We started to lift things
up oﬀ the ﬂoor, what we could.

Text messages from Council; Police and Military door
knocking; Bureau of Meteorology (BOM); News; Social
Media

3

5

Weather apps, TV and Radio News Media, Emergency
Services; Phone and emails from staﬀ and neighbours;
Social Media

3

Council; Police; Military

3

I monitor the situation - I need to decide to close the business or
stay open

5

We were stuck here for 10 days. We were running two generators
upstairs so we had power 24/7. We had our fridge up stairs working.
No one had any food in the hotel, so we had to feed everybody.

Weather apps; TV and Radio News Media; Emergency Services;
Phone and emails from staﬀ and neighbours; Social Media

6

Emergency Services; Ambulance; Military

6

I'm trapped with customers or staﬀ - I bide time

6

Word-of-mouth; Business community/ Shopping precinct meetings

I was taking care of patients at the evacuation centre, thinking my
house was ﬁne. I got a call from my friend saying my house will be
ﬂooded. I needed to get home to my wife and kids, so I got an
emergency services truck to take me as far as they could.
8

Postal services; Insurers; Local and online suppliers

Military; Small Business Recovery Centre; Government; Council;
Queensland Rural and Industry Development Authority (QRIDA)

I lead a busy life, I have been in the military, but nothing compares
to the type of decision-making that I had to make in the weeks
following the ﬂoods, the type of fatigue I had was unbearable.

There was a young girl whose water broke on the Saturday, the
ambulance services came for her while we all stayed put in the hotel
rooms.

Word-of-mouth; Business community/ Shopping precinct
meetings

10

9

Small Business Recovery Centre; Council

10

9

I need to decide if I am going to rebuild the damaged premises or
move to a new location

10

9

11

Phone calls; News; Social Media

12

Word-of-mouth

Insurers; Electricians; Energy provider

11

Military; Volunteer crews; Council; Cleaning Services

12

Insurers; Network of business owners; Small Business
Recovery Centre

11

I need to clean-up and dispose of the rubbish

12

I was just diagnosed with chronic fatigue, I was struggling with
repercussions from a surgery gone wrong, and then the ﬂood hit and I had
to clean 18-hrs a day. We had so much rubbish, the council and my soccer
club was helping me take stuﬀ to the dump, but it got overwhelming.

At that time we didn't realise we had no ﬂood insurance. It wasn’t
until two weeks later that I hadn’t heard from my insurance, so I gave
them a ring and they told me we had no ﬂood cover.

One of our employees got hit bad. I want to send a message to the
lads [employees] that when things are down I'm not going to send
you to the wolves.

Insurers

Is it safe to restore power?

14

14

It might be a country boy thing, but you don’t ask for help too often. It
took me 6 months to think, "No, stop being proud and ask for help."
I’ve been in business 30 years and had never needed help.

We couldn't stop paying rent, we have a 6-year lease we were
locked into at the shopping centre. Meanwhile, my insurance
broker is telling me I haven’t interpreted my coverage
properly. I took out comprehensive, but I don’t have ﬂood?!

Insurers; Word-of-mouth

15

Word-of-mouth

Insurers; Tradespeople

15

Small Business Recovery Centre

16

I need to secure tradespeople

15

Reconstruction gets underway

16

QRIDA was at the ﬁrst business community meeting, they set up a
business recovery centre, so you could go there and talk to someone
about ﬁnances and support available. If someone rang me I would
tell them to go talk to the centre.

We got a quote from an electrician who we knew from
Mackay, he did our electrics for $3000, when all the
companies here quoted $6000.

I was in bed for 7 hours but only sleeping for 3 hours a night. When
you are trying to stay aﬂoat and manage, you get a bit of
something done, then you would have to go to the bank to get
some information, you hit a hurdle and then it sets you back.

Small Business Recovery Centre

17

Insurers; Ombudsman; Australian Financial Complaints
Authority (AFCA)

18

Insurers; Electricians; Hydrologists; Contractors; Energy
provider

I need to get open!

17

I check my insurance status - I make a claim - I am alarmed to ﬁnd
out I am not insured for ﬂood! - I dispute with the broker

18

Assessment of damage is performed - I receive quotes / scope of
works - My claim is declined - I dispute the outcome - I accept the
outcome

It was my daily job to ﬁnd out whether I was being
manipulated, ﬁghting and arguing with the insurance
companies, the assessors. That was really traumatising.

Positive Impact on Resilience

1

I have awareness of a weather event

2

The positive behaviours, attitudes and events among
small business owners, community and service providers
that may strengthen resilience in a time around a
natural disaster.

I act and prepare
Equipment is raised high enough oﬀ the ground.

Business has an existing ﬂood awareness due to
previous experience.

No customers or staﬀ are present

5

Community support and supplies arriving from emergency services.

Being able to get to the business while it is closed allows
for last minute preparation.

Police providing updates and advice.

Staﬀ are able to help with the preparation.

Business has heavy rain protocols and plans to
follow.

4

Having emergency generators to maintain power.

Sandbagging preparedness.

Community members volunteering to help move things.

Journey References

I need to attend to my staﬀ

8

Employers committed to continuing staﬀ wages, even if the business
has to remain closed.

Being able to pay staﬀ willing to help with clean-up.
Council provided stations for people to access cleaning products.

Proactive Small Business Recovery Centre arrive at shopping centres
and business owner meetings to disperse information and oﬀer access
to assistance.

I need to decide if I am going to DIY or hire tradespeople

13

Many people valued being part of a network of business owners who
are in the same situation sharing information and advice throughout
the rebuild process, i.e. details of trusted contacts.

14

Flexibility to seek an alternate tradesperson if they are not meeting
client needs.

IT company restoring connectivity in the premises free of charge.

Businesses large and small that are open sooner support community
recovery by providing goods and services, with some even oﬀering free
services.

Small Business Recovery Centre providing advice, access to ﬁnancial
assistance and other support including temporary work spaces,
connections to ﬁnancial counsellors and business mentors.

People with trade expertise or trusted industry contacts may have a
better understanding of what a fair and reasonable quote/scope of
works is.

People who were able to carry out clean-up and repairs
themselves were generally able to re-open sooner.

Many people found the Small Business Recovery Centre a great source
of advice and assistance.

Huge community support to help with the clean-up.

I going to do a DIY rebuild
People who had trusted contacts with trade skills found it
easier to get assistance with building works.

Contacting insurance broker early gets claim process started. This may
reduce delays for the business and assist insurers in managing high
claim volumes.

Some businesses that relocated found the new location better suited
their needs.

Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

I need to asses my business revenue

21

Word-of-mouth; Community and Council-held meetings

22

Banks; Council; Government; NGO’s; Small Business Recovery Centre; QRIDA;
Business community groups, i.e. shopping precincts

21

Banks; Council; Government; NGO’s; Small Business
Recovery Centre; QRIDA; Business community groups, i.e.
shopping precincts

22

Small Business Recovery Centre; QRIDA; Accountants;
Government; NGO’s; Townsville Multicultural Support
Group (TMSG)

24

I need to assess the costs to the business

21

How much ﬁnancial pressure am I feeling? – Aversion to ‘Charity’

22

I recognise the need for ﬁnancial assistance - I search for ﬁnancial
assistance - I apply for and receive ﬁnancial assistance

23

20

Some suppliers and service partners are oﬀer ﬂexibility in payment arrangements.

Some insurers allow people to source their own quotes, giving people
the ﬂexibility and assurance of relying on trusted contacts.

I have awareness of a weather event
Business owners may not be aware of potential severity of
ﬂooding and do not take steps to prepare or monitor weather
updates.

2

I need to prepare
Sandbagging is time intensive.
Business is inaccessible due to road closures.
Water coming up too quick to be able to prepare.

Some people disregard warnings, they are used to heavy rains
and assume the situation won't escalate.

Equipment is too heavy and bulky to lift oﬀ the ground.

Business decision-makers are oﬀ-site so unaware of conditions
occurring around the business.

Health & safety issues asking staﬀ to lift heavy
equipment.
Loss of power hinders the ability to make preparations.

3

I monitor the situation - I need to decide to close the business
Family takes priority so those impacted at home may be unable to tend
to their business.
Staﬀ may be personally or unable to get to work due to ﬂood waters.
Perceived danger to staﬀ commuting to / from work.
Some confusion regarding the reliability of information may complicate
decision making.
Decision to volunteer my services at evacuation centres (i.e. medical
services) means I may be distracted from an escalating situation at
home and at my business.

4

No customers or staﬀ are present
Some owners may put themselves at risk to access and prepare
their business i.e. traveling through ﬂood waters.

5

I'm trapped with customers or staﬀ - I bide time
Some people experienced gaps in responsiveness from emergency
services.
Some vehicles written-oﬀ by ﬂood.
Some people couldn't access extra sandbags needed to continue
defending against the rising waters.
Airports were closed so visiting customers could not evacuate.
Some lack functioning toilets and showers for extended periods.
Some decide not to evacuate because pets will have no place at
evacuation centres.

6

I confront the aftermath - How quickly can I reopen?
Inability to access the business may result in increased damage due
to mould and contamination.

7

I need to attend to my staﬀ
Staﬀ homes and residences may be aﬀected so they can’t return to
work.

Business premises and equipment have been destroyed but
business owner lacks insurance or is not covered for ﬂood.

Staﬀ vehicles may have been written-oﬀ in the ﬂood, making it more
diﬃcult for them to get to work.

Loss of equipment.

Business closures may leave staﬀ without secure income or
employment, potentially leaving them more vulnerable to ﬁnancial
hardship.

Inability to reopen may freeze any business revenue or income
being generated.
Some people may not have local business and social connections
they can look to for advice and information (i.e. new business
owners that have just moved to Townsville).

Continuing to pay staﬀ wages despite business closure may be a
source of ﬁnancial stress for business owners.

8

I need to replace the equipment and stock that was destroyed
Expensive equipment is often leased i.e. photocopiers, X-ray machines.
Some people were billed for the full cost of damages incurred by the
ﬂood and perceived companies did not make allowances for the
disaster event.

9

I need to decide if I am going to rebuild the damaged
premises or move to a new location
Inﬂexible property leases may constrain the business in
reopening at the same location. It may be too expensive to
break the lease.

Some small and home-based business owners were unsure of the
insurance options available or how to access them.
Many people lack the mental bandwidth to take an inventory of
damage with photos, which will eventually help with insurance claims.
Air-conditioners may be destroyed hampering the ability to dry things
out and keep cool.

Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

Some banks and essential services provide ﬂexible payment arrangements meet
business owner needs.

Some banks and essential services provide ﬂexible payment
arrangements meet business owner needs.

The longer a business is without power, the more
substantial the damage that may occur from
contamination, mould, etc.
Some people are uncertain around processes for safely
turning oﬀ and restoring power in a disaster event, i.e.
who to contact, how to ensure safety in the interim.

Some people may be unsure what can be salvaged and what must be
throw away due to contamination.
Replacement of stock may be delayed due to road closures or because
suppliers have been impacted by the ﬂoods.
Furniture and other equipment is in high demand, local stock may be
limited and there may be long delays and additional costs incurred
when ordering online.
Loss of important documents, such as invoices, can create diﬃculties in
following up on those invoices or securing stock ordered.
Postal service disruption may cause additional delays in receiving
required business equipment and stock.

11

I need to clean-up and dispose of the rubbish
Delays to bin being collected pose a health concern.
Potential emotional trauma of seeing valuable tools and business
equipment decaying in a skip.
Clean requires resources, which can’t be recuperated by the business.
Adrenaline and a sense of crisis may cause some to neglect safety
precautions.
Potential OH&S concerns around staﬀ assisting with clean-up.
Once wet mud and sewage dries it is incredibly diﬃcult to remove.
Fear mongering on Social Media about disease and infection may lead
to strain on cleaning and medical supplies and the healthcare sector.
Cleaning products are unavailable at stores and stations due to high
demand.
Some cleaning services are perceived to be taking advantage of the
situation by telling businesses they have to go to extra (and more
expensive) measures to remove contaminated ﬂoors and equipment.
Existing health conditions may pose challenges or prevent people
taking part in the clean-up process.

12

I need to decide if I am going to DIY or hire tradespeople
If an insurance claim is declined, delayed or there is a dispute with the
claim, this may delay commencement of rebuilding / repairs.
Delays in starting the rebuild may in turn delay the business re-opening
and limit capacity to make revenue.
Business owners making decisions on the rebuild, while also managing
business decisions may be overwhelming.
Business owners who are also navigating rebuilding / repairs at home
may have limited bandwidth to address business repairs.

13

I going to do a DIY rebuild
Some people may feel they have no option but to undertake works
themselves as they are unable to hire a tradesperson, i.e. they were
not insured, they cannot ﬁnd one due to high demand.
If a build costs more than $11k, then a license is required.
Performing work without a license may make obtaining insurance in
the future more diﬃcult.
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I need to secure tradespeople
Some businesses perceived that their tradespeople showed
insensitivity to the extreme nature of the situation.
Some people were frustrated by a lack of ﬂexibility to change
tradespeople who were provided by insurance company.
Perception that some tradespeople under-quote to beneﬁt insurance
company.
Perception that some tradespeople over-quote to take advantage of
the situation.
Perception that some out of town tradespeople / unlicensed
tradespeople may be taking advantage of the situation.
Due to the demand for work, there is a shortage of tradespeople
available.
Diﬃculty in securing tradespeople may delay reopening, which results
in loss of revenue.
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Reconstruction gets underway
Some business owners require approvals (i.e. design drawings) from
the head oﬃce of a franchise or a shopping centre, which may lead to
delays in commencing rebuild / repairs.
Diﬃculty sourcing particular materials may be a barrier to timely
completion of repairs.
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I need to get open!
If in a temporary business premises / new location, space may not be
suitable to be able to oﬀer full range of services.
New location may not have the same foot traﬃc / visibility as the
previous location.
Some investors/funding bodies were perceived to be inconsiderate in
failing to accommodate for the impacts of the ﬂood on KPI's, which left
businesses uncertain if their funding would be continued.
Equipment that was salvaged from the ﬂood may not begin to show
signs of damage until months later. Some people had diﬃculty claiming
on this damage as it could not be directly attributed to the ﬂood.
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I check my insurance status - I make a claim - I am alarmed to ﬁnd
out I am not insured for ﬂood! - I dispute with the broker
Some business owners were shocked to ﬁnd that ﬂood insurance was
not included in their policy, despite their understanding that they had
chosen the most comprehensive level of cover.
Some perceive ﬂood insurance to be unaﬀordable for small businesses.
Some business owners felt it was worth the risk not to take out
insurance for a 1-in-100 year event due to a perceived lack of
cost-beneﬁt.
Some are frustrated and upset, perceiving their broker may have been
negligent in informing them about exclusions in their policy.

Some businesses are able to reopen, but still face challenges replacing
equipment and restoring full business functionality.

Some have diﬃcult relationships or with their broker or perceive them
as diﬃcult to communicate with.

Once open, revenue may be down due to temporarily reduced
services/business oﬀerings or a reduction in customers.

Business owners often don't have the mental bandwidth to take
inventory of damages with photos to assist with insurance claims.
Choosing to take litigation action against an insurer or ﬁnancial
institution may take huge emotional, mental and ﬁnancial toll on the
business owner.
Some business owners perceive that there are few avenues for them to
self-advocate against large ﬁnancial institutions.
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Assessment of damage is performed - I receive quotes / scope of
works - My claim is declined - I dispute the outcome - I accept the
outcome
Many business owners experienced disputes over which damages they
were insured for despite that they were all a result of the same weather
event. Some were confused and frustrated by technicalities such as the
distinction between rain, stormwater and ﬂood damage delaying
resolution to their claim.
Some people lacked conﬁdence in their insurance assessor as their
perceived they lacked local knowledge and understanding of the ﬂood
event.
Power restoration may depend on coordination between insurers and
electricians. Commencement of works may depend on claim approval.
Ongoing disputes and declined claims may make increase the
likelihood of a business experiencing ﬁnancial hardship.
Some people perceived that their insurer under-quoted them, which
left them exposed to unforeseen expenses discovered as restoration
begins.
Delays in insurance claim outcomes may leave business owners
uncertain as to whether they are able to seek government assistance as
an alternative.
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I need to asses my business revenue
Business closure may halt all revenue but many
overhead costs must still be met.
Outstanding invoiced can be diﬃcult to chase up. This
was further impacted by the time of year of the event
(just after the festive / holiday season where many
businesses are closed).
Once open, revenue may be down due to temporarily
reduced services/business oﬀerings or a reduction in
customers.
Temporary closure of not-for-proﬁts may impact
eligibility for future funding.
Sole traders may be further impacted by the closure of
businesses they supply / service.
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I need to assess the costs to the business
Existing invoices I need to pay may include stock or other services I can
no longer utilise.
Existing loans may be for renovation of a premises prior to the event
that is now destroyed.
Many small business owners were unaware of assistance and ﬁnancial
relief programs available to them from essential services and ﬁnancial
institutions.
Additional disaster related expenses include replacement of stock,
cleaning services and reconstruction costs.
Businesses who weren't insured for ﬂood damage may be more likely
to experience ﬁnancial hardship.
Continuing to pay staﬀ wages despite business closure may be a source
of ﬁnancial stress for business owners. Small business grants could not
be used to cover this expense, and insurance for this propose was not
seen as aﬀordable.
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How much ﬁnancial pressure am I feeling? – Aversion to ‘Charity’
Some business owners recognised that feelings such as pride and
shame were barriers to them seeking assistance that they perceived as
'charity'.
Many business owners are reluctant to access available assistance due
to the mentality that 'others are worse oﬀ'.
Many business owners relied on their personal savings and
investments to support their business post disaster. Some experienced
guilt or shame at drawing on their family's ﬁnances or accepting oﬀers
of ﬁnancial assistance from loved ones.
Business owners may have to make the diﬃcult decision to let staﬀ
members go, meaning that employees and their families may be more
vulnerable to experiencing ﬁnancial hardship.
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I recognise the need for ﬁnancial assistance - I search for ﬁnancial
assistance - I apply for and receive ﬁnancial assistance

Some business owners were inspired to oﬀer mentorship to
other business owners in the area as well as some who
were impacted by the Black Summer Bushﬁres.
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Employees who ﬁnd themselves without a steady income or looking for
employment may be more vulnerable to experiencing ﬁnancial hardship,
especially if their home/family has also been impacted by the disaster.

Some business owners found the grant applications too long and
complex and had diﬃculty completing it.

Continuing to pay staﬀ wages despite business closure may be a
source of ﬁnancial stress for business owners. Small business grants
could not be used to cover this expense, and insurance for this
propose was not seen as aﬀordable.

I look to cut unnecessary expenses if I have to
The decision to reduce staﬀ hours or let staﬀ go can be highly stressful and
emotional for business owners concerned for their employees' wellbeing.
They may also be grieving the loss of a skilled and valued team.

Some business owners wished to dispute their insurance claim, yet
they were of the understanding that some government grants
required them to prove they are unable to claim insurance.

Business owners without strong connections in the local business
community or trusted advisors (i.e. some home-based
micro-enterprises and sole traders) may have reduced awareness of
the grants and assistance available to them.

How am I doing ﬁnancially?
Community members making a conscious eﬀort to support
local businesses (i.e. by shopping locally) assisted in the
recovery of the local economy and business community.

Some business owners encouraged others in the business community
to apply for grants and shared their own positive experience.
The Small Business Recovery Centre oﬀered assistance to some
business owners who experienced challenged completing grant
applications.
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I look to cut unnecessary expenses if I have to
Supporting staﬀ ﬁnancially and to a degree, emotionally, is a for many
business owners, they generally avoid reducing staﬀ hours or letting staﬀ
go until they feel they have no alternative.

TMSG assisted some culturally and linguistically diverse community
members with grant applications for their businesses.

The Small Business Recovery Centre was a great source of advice and support (both
ﬁnancial and non-ﬁnancial) for many businesses.

Is it safe to restore power?
There may be delays in insurance assessments which in
turn delays electricians beginning work and the
commencement of repairs / rebuilding.

Psychological support services; Queensland
Reconstruction Authority (QRA)

State and Federal grants were made available quickly after the disaster
event.

Some business owners reﬂected that ﬁnancial assistance may be better
received and accepted if messaging was focused on the role of
businesses in contributing to community recovery.

Many people valued being part of a network of business owners who are in the same
situation sharing advice around managing their business ﬁnances i.e. sharing
contacts of small business mentors and ﬁnancial counsellors.

Providing staﬀ with consistent income wherever possible may be the cause of
ﬁnancial stress for some business owners, but the long-term beneﬁts of maintaining
their skilled and dedicated workers are generally seen to outweigh short-term
impacts.
10

When people were saying, we will bounce back in six months, you
look at the numbers, there are 4000 homes yet to be rebuilt. That’s
not 4000 people, that’s 4000 families.

Word-of-mouth; Small Business Recovery Centre

Most business owners were aware of the QRIDA grants available and
many found they met their needs and were accessible.

The Small Business Recovery Centre was a great source of advice and
support (both ﬁnancial and non-ﬁnancial) for many businesses.

Meetings of business in a shopping precinct helped to distribute information,
establish active support networks and build a sense of community.

Ability to work from home or transfer staﬀ and
operations to another business location i.e. an alternate
franchise, may minimise business disruption and impact
to revenue.

Flexibility in breaking lease enables people to consider relocation.
Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

Government hold information sessions for local business owners.

1

You should go and talk to the cafe down the road, they
still haven’t opened yet.

Word-of-mouth; Community and Council-held meetings

20

Ability to remain open keeps revenue coming in and
support the community recovery i.e. staﬀ maintain a
steady income, good and services are available to
community members, business contributes to local
economy.

Prompt visits from assessors and contractors provides conﬁdence that
work will get started soon.

Some business owners found their broker was extremely helpful in
liaising with the insurer and managing the rebuild process on their
behalf.

Some business owners were inspired to oﬀer mentorship to business
owners impacted by the Black Summer bushﬁres.
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Small Business Recovery Centre providing oﬃce spaces for people
to work in.

Negative Impact on Resilience
The negative behaviours, attitudes and events among small business
owners, community and service providers that may weaken resilience
in a time around a natural disaster.

• The emotional impact that results.

Hiring a skip bin was easy, especially if it was arranged early.

Local councils hold information sessions for business owners.

Proactive Small Business Recovery Centre arrive at shopping
centres and business owner meetings to disperse information and
oﬀer access to assistance.

Military stopping by to check on people and assist with evacuation if
necessary.

People with generators were able to start the clean-up
and restoration process without dependency on mains
power and approval on their insurance claim.

Neighbouring businesses begin to share their stories and information
helping a business owner understand where to go for support.

Delegating the coordination of the rebuild to a manager may enable
the business owner to focus on the management and recovery of their
business.

Ability to relocate staﬀ to another business location not impacted.

Neighbouring businesses begin to share their stories and
information helping a business owner understand where to go for
assistance.

Having fridge and ample food to sustain those who are trapped.

I need to replace the equipment and stock that was destroyed
Neighbouring businesses begin to share their stories and information
helping a business owner understand where to go for assistance.

Flexibility to allow staﬀ to attend to their own impacts felt at home.

Ability to conduct work activities from home.

Phone networks remain online meaning people can stay connected.
Phones remain charged / satellite phone on hand.

Ability to consult with a trusted advisor for guidance.

7

Ability to shift business activities to a second business location that
was not impacted as heavily.

Some people who experiences medical emergencies while trapped
found the Ambulance Service very responsive.

Heavy rain protocols and plans to follow.
Capacity to continue to work from home (if home is unaﬀected).
Phone networks remain online meaning people can stay connected.

I confront the aftermath - How quickly can I reopen?
Ability to reopen in a limited capacity.

There are still people who owe our business money since before the
ﬂoods, and now they can't pay that.

It was brilliant for the ﬁrst few weeks being open again; no one
had been able to buy our food for 7 weeks, so they were happy
to get it again. But you did notice some old customers never
returned.
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The services local business owners reported accessing or
having interactions with along their journey.

• Positive service impacts and occurrences

There was a high degree of inter-relatedness
between the experiences of residents and local
businesses, across all phases and themes of their
journeys. However, the complexity of each journey
warranted splitting the one holistic journey into
two by the researchers: one for residents and one
for local business owners. This decision was made
because business owners go through a unique set
of challenges as they experience a disaster event as
a resident in addition to being a local business owner.

I need to clean up and dispose of the rubbish

About the Map
This map aims to provide a holistic visualisation of a small business'
journey through the North Queensland Monsoon of February 2019. It
brings to life the experiences, interactions and emotions, as
experienced and shared by small business owners, that occurred
before, during and after the event.

To read this map, follow the steps along the journey map from left to
right, using the arrows to guide you along. At some steps the journey
may diverge indicating alternate scenarios or multiple steps occurring
at once as time progresses to the right. The major phases of the
journey are illustrated at the top of the map.

• Critical communication people received

Is it safe to restore power? 10
I need an electrician to 'make safe' and restore power to the
premises in order to begin the clean-up and rebuild process.
This is normally organised directly through an electrician or on
behalf of the insurance company.

Re-establish Business

Taking a people-centred approach, this project seeks to evaluate the
support currently provided by organisations across sectors around
severe weather events, and how people engaged with it, from
preparation through to recovery. Ultimately, the purpose of this project
is to identify opportunities to provide tangible, actionable,
cross-industry and cross-sector improvements to support people
impacted by disaster in accessing tailored support.

• Incidents, tasks and decision points occurring
along the journey

Readjustments have been made to achieve a level of
normality. People may be working through grief and
trauma of the event and many still have ongoing
challenges. Life goes on with a diverse set of
circumstances described below.

Lifestyle, Home and Family Situation
Settling into a new routine or home can be diﬃcult to adjust to,
while returning to a previous home can be a constant reminder
that you and your family may be vulnerable to another disaster.
Lifestyles may need to change due to new ﬁnancial or wellbeing
challenges.

As part of the ﬁrst phase of this project, TCP and partner, Symplicit, a
customer-centred innovation and design consulting ﬁrm, conducted
research and analysis to understand and map this journey.

The journey maps detail the following:

Long-term Recovery

Challenges and set-backs are experienced as the
community tries to rebuild and regain normality.

I need to replace the equipment and
stock that was destroyed 8

Project
The Thriving Communities Partnership (TCP) is a cross-sector
collaboration with the goal that everybody has fair access to the
modern essential services they need to thrive in contemporary
Australia, including utilities, ﬁnancial services, telecommunications and
transport. Thriving Communities Partnership aims to build more
resilient communities and stronger organisations.

First Year of Recovery

I close my business for good
Damage may be too great and too costly to
reopen or relocate.

Lifestyle, Home and Family Situation
People's living and family situations are diverse, often complex
and may evolve rapidly. Maintaining a close family and friends
network, raising dependent children, renting an apartment or
owning a home, and navigating a separation or diﬃcult
relationship are just a few examples. Any combination of
lifestyle factors can impact a persons journey through a disaster
either positively or negatively.

Disaster Planning and Recovery
Collaborative Reseach Project

Emotional Experience

The journey maps visualise the experience
of a person navigating a natural disaster
event. They illustrate actions and
interactions, but also the thoughts,
emotions and challenges people faced.
Journey maps are commonly used within
rather than across an ecosystem, making
this project a unique learning opportunity
for all involved.

You can f nd a screen-fr end y vers on of the Res dent a and
Loca Bus ness Owner ourney maps here
https //thr v ng org au/what-we-do/d saster-p ann ng-and-recovery
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How am I doing ﬁnancially?
Many businesses noted the true ﬁnancial impact of the disaster event
wasn’t felt until long after (generally 9-12 months post) as they adjusted to
the ‘new normal’ post disaster. Business owners may be left without
assistance if grants and ﬁnancial programs do not take this time-frame into
account.
Business loans and other expenses that were suspended to provide
ﬁnancial relief must resume, which may cause additional ﬁnancial stress.
A downturn in the local economy following the disaster event may be a
barrier to the ﬁnancial recovery of local businesses.
Many business owners did not feel the need to engage with psychological
support services until 9-12 months after the disaster event, as their mental
health was overlooked amidst the complexity of their journey.

RESIDENTIAL JOURNEY MAP
Residential Journey Map
Disaster Planning and Recovery
Collaborative Reseach Project
Project
The Thriving Communities Partnership (TCP) is a cross-sector
collaboration with the goal that everybody has fair access to the
modern essential services they need to thrive in contemporary
Australia, including utiliti

Townsville

9 x Female
11 x Male

See append x 3 for arge format pr nt-ready ourney
maps dea for face-to-face workshop sett ngs and
home-pr nter or on ne-workshop-fr end y f es
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DISASTER PLANNING AND RECOVERY COLLABORATIVE RESEARCH PROJECT
PHASE 1 // 2020

THRIVING COMMUNITIES PARTNERSHIP

Research
insights
The following research insights were generated
from the 20 interviews. These insights
represent common themes and findings to
create a collective community voice.
Insights are split into two main categories, which reflect
the two different end-to-end journeys uncovered from the
research:
• Residential and Whole-of-Community Insights – these
pertain to all the residents who are impacted by a natural
disaster.
• Small and Medium Size Business Insights - these pertain
to local business owners who are impacted by a natural
disaster. It should be noted that a business owner is also
likely to be a resident, which means all the insights are
relevant to a local business owner context.

Residential
and Wholeof-Community
Research
Insights

The research uncovered a large degree of interconnectedness
in the system, so each insight presented below also highlights
some of the impacts and flow-on effects within the larger
ecosystem that may result from an action or interaction.
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DISASTER PLANNING AND RECOVERY COLLABORATIVE RESEARCH PROJECT
THRIVING COMMUNITIES PARTNERSHIP

PHASE 1 // 2020

INSIGHT 1:
COMMUNICATIONS ACROSS
THE JOURNEY INFLUENCE
RESPONSE AND RECOVERY
Communication (or lack of) was seen to
influence people’s experience throughout
the disaster event. Some people felt
communications lacked timeliness, clarity
and consistency, making it difficult to
make decisions or distinguish reliable
information sources. Community wordof-mouth and the ‘street presence’ of
organisations and emergency services
were seen to assist in communication of
information and updates.
Associated findings:
• Some people did not receive texts from local
council or door-to-door knocking from Military and
Emergency Services despite being impacted, others
received warning texts days after their home had
flooded.
• Most people were unaware of assistance programs
and support available from their energy provider,
banks and telecommunications companies.
• Although social media played an important role in
circulating information, it was also seen as a channel
that circulated false information and aroused public
fear.
• Digital exclusion was a barrier to communication
that impacted some people’s response and recovery.
There appears to be a proportion of the population
that either choose not to rely on digital media for
updates or are not able to access information online.
They therefore depend on television, newspaper or
word-of-mouth for information.
• People’s location was a barrier to receiving
communication in some instances. Those who lived
further out of town felt forgotten, and the lack of
street presence and proactive communications in
their area impacted their ability to prepare, respond
and recover.
• Even if people were aware of weather warning signs,
some didn’t act until confronted with an immediate
threat.
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“My brother-in-law
was getting text
updates, but we
were in the flood
zone and we didn’t
hear anything.”
- RESIDENT

• Some people were given notice to evacuate but
stayed, feeling that still ‘having power’ was a sign
that life could go on as normal. These conflicting
messages complicated the decision-making
processes or in the least made it ‘feasible’ for people
to stay despite warnings.
• People recognised the risk of having their power
interrupted as a potential barrier to receiving
communications in a disaster event, so many kept
battery-operated radios as part of their preparation.
• Mobile phones were relied upon for communication
and important updates, so the ability to keep
devices charged and maintain service was
important.
Impacts on the resilience ecosystem:
• With conflicting and inconsistent information,
people facing a natural disaster may not act until it
is too late and do not have enough time to prepare,
pack or raise things off the ground, or evacuate. This
can then result in greater personal loss and longerterm financial hardship, particularly if they do not
have home and contents, car or income protection
insurance or other means of self-resilience.
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DISASTER PLANNING AND RECOVERY COLLABORATIVE RESEARCH PROJECT
THRIVING COMMUNITIES PARTNERSHIP

PHASE 1 // 2020

COMMUNITY STORY
INSIGHT 2:
CONNECTION AND COMMUNITY
NETWORKS ARE KEY
There was a clear link between a person’s
level of community connectedness
and their resilience to a disaster event.
Community organisations were key in
actively connecting with community
members throughout their journey,
particularly those who may be without
strong social capital and support
networks.

Associated findings:
• Word-of-mouth was the most common way people
discovered information.
• People who had close family, friends,
neighbourhood connections, and were able to rely
on loved ones for assistance, were generally better
supported throughout their journey.
• Social exclusion and isolation appeared to
negatively impact a person’s resilience to a disaster
event, affecting their ability to receive critical
information, particularly if they did not rely on or
have access to other information channels such as
radio, TV or internet.
• Previously established personal connections
within the local community were key to providing
otherwise isolated community members with access
to support, services and information.

“A group of young
people saw us in the
yard and stopped
to help with the
clean-up. They
helped for hours
that afternoon...
and the next day
they showed up
again.”
- RESIDENT

• Proactive communication and outreach from
community organisations was appreciated by the
community and appeared to play an important role
in identifying people newly at risk of experiencing
vulnerability due to the disaster.
• Strong referral pathways within the community
sectors and across sectors were also important.
They were key to simplifying people’s journey and to
proactively connecting them into the services and
programs they needed.
• Generous donations of goods, services and funds
from the community, charities and community
organisations provided a sense of hope and
practical assistance for some community members.
Impacts on the resilience ecosystem:
• Communities or groups that unite to support each
other through extreme events are likely to develop
lasting connections and potentially become more
resilient to future occurrences.
• People who are already isolated or socially excluded
prior to a natural disaster may become further
isolated as a result of the event.
• Community organisations are integral to community
recovery, yet many staff members and volunteers
may be impacted by the disaster event themselves,
leading to potential strain on staff members and
resourcing within the local community sector.
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Kate
Kate is a mother of two young children who depends
on a motorised wheelchair for mobility and requires an
attached medical device. She requires her husband to
assist in their rental house. The night the dam opened,
they were evacuated by the police, who told her she
could not take her wheelchair, which caused her great
concern and worry. They had to lift her into the high
rescue vehicle, but if they pulled out her medical device
by mistake, she’d have to be rushed to the hospital.
Upon arrival at the evacuation
centre, she was set in a basic
wheelchair provided by a volunteer.
To her discomfort, a news crew
filmed the ordeal. The centre was
chaotic inside and she reassured
her children that they were safe
with her. The centre facilities had a
wheelchair accessible shower, but
she required a hoist to be lifted out
of the chair, which did not exist.
The ambulance officers assisted
her before she went to sleep
worrying about her medical device
and hygiene. The next day she
was taken to the hospital, but her
family was not allowed to stay with
her. During their visits, she tried her
hardest not to break down in front
of her son. The hospital staff could
not attend to her needs as often
as her husband could, so she felt
isolated and misunderstood.
Kate called her National Disability
Insurance Scheme (NDIS) case
manager who got her out of
hospital and found her emergency
accommodation for females, but
her husband wasn’t allowed to stay
there either. She reached out to a

social worker friend who supported
her in finding a fit for purpose
home through the Department of
Housing. She was surprised at how
quickly the government came up
with a place and how quickly the
grants came through to replace
furniture that was lost, as they had
no contents insurance.
They moved into the house at a
reduced rental rate, but that rate
has recently returned to the usual
rate, which they cannot afford, so
she is looking to return to work
to pay rent. The shops used to be
nearby, but now they are too far for
her to travel in a wheelchair
and the travel adds extra costs.
Still to this day, Kate’s youngest
child asks when they are going
to go home, and the elder child
worries when it rains. But Kate
is happy that her elder child has
made friends with children in the
neighbourhood.

“The night the
dam opened,
they were
evacuated
by the police,
who told her
she could
not take her
wheelchair,
which caused
her great
concern and
worry.”
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COMMUNITY STORY
INSIGHT 3:

Greg

THE NEED FOR
UNIVERSAL DESIGN

Universal Design considers the
accessibility and usability of an
environment (building, space, product,
service, etc) to be inclusive of all
individuals and their diverse range
of needs, including health, medical
and emotional.5 In a disaster event,
an environment that lacks universally
designed features creates additional
challenges, stresses and potentially
serious health implications for people
with a disability or other needs that
have not been considered.

“A lack of
forethought and
planning means
that unless we
fight, unless we
know people, we’re
left without support.
This is when trauma
happens. It is a
human right to
be safe...to have
a shower...to not
be separated
from your family.”
- RESIDENT
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Associated findings:
• Many evacuation centres are not equipped to
best support people with a disability or additional
medical or psychological needs.
• Some people were transported to hospital as
evacuation centres were not accessible for them
or could not meet their needs. This resulted in
additional trauma for the individual and their family,
and also put strain on hospital resources that were
already heavily impacted by the disaster.
• Pets are considered family. Many people chose not
to seek emergency accommodation where pets
were not welcome, to avoid additional emotional
strain caused by being separated from their pets.
• Some people felt that not all essential service
systems, processes and infrastructure are universally
designed. Community members with priority/critical
need (i.e. who rely on electricity for medical needs)
felt proactive communication was lacking during the
disaster (i.e. around foreseeable/planned outages),
which made it more difficult for them to make critical
decisions to safeguard their health and wellbeing.
Impacts on the resilience ecosystem:
• Some people seek, or have no choice but to accept,
alternative accommodation arrangements that are
inadequate for their individual circumstances. This
may impact the wellbeing of the person and their
family and put strain on the healthcare system,
housing sector, or family and friends’ resources.
• This experience may result in longer-term impacts to
mental and physical health for those with additional
needs, who are let down by a system that is not
designed to support them. It may also be the cause
of avoidable trauma for them and their family.

Greg lives by himself in a unit in Townsville. He selfmanages several complex medical conditions and relies
on electricity to do this. He has a plan with the NDIS but
has little contact with his case worker. His unit is well set
up with his physiotherapy and medical equipment, and
he requires minimal assistance.
Greg was aware of heavy rains and
flooding in some areas, but he was
confident his unit wouldn’t flood
and was prepared to wait out the
monsoon at home. Greg chose his
unit over 20 years ago due to its
low risk of flooding and remembers
it held up well in the 1998 Night of
Noah floods, but he always keeps
his cyclone kit well stocked with
canned food, torches and a radio
just in case.
When the power went out in
the early afternoon, Greg was
surprised and called the energy
company to find out what was
going on. He knew the company
had him on a list for priority
reconnection, so he assumed the
power would be back on soon.
When he called, he found out that
the outage was due to risk of water
damaging underground electrical
infrastructure nearby, and it was
unclear when his power would be
restored. He began to feel anxious
– it could be an hour, a day or a
week. It was late afternoon and
starting to get dark in his unit, and
he would need power to attend
to his medical needs soon. Greg
supposed he could just bunker
down at home, find work arounds
to meet his medical needs without
power and pray that there were no

complications as he prefers to be
self-sufficient wherever he can and
doesn’t like to ask for assistance.
He decided to check in with
his mum who lives a few hours
inland, and she happened to be
in Townsville that night. She was
staying at a nearby caravan park
and was unable to return home due
to road closures. The caravan park
still had power, so Greg arranged to
stay with her to wait out the floods.
He quickly packed the essentials
and made his way there before
flooding and road closures could
stop him.
Greg stayed at the caravan park
for four days and called his energy
company once during this time to
ask for an update. On the fourth
day, he heard from his neighbour
that power was back on in their
units. He headed home as soon as
he could and found his unit had
escaped any damage in the flood,
but most of the food in his fridge
had rotted. Greg felt fortunate as
he knew many had lost everything
in the floods. He wonders how he
would have fared if his mum hadn’t
been in town though.

“He knew the
company had
him on a list
for priority
reconnection,
so he assumed
the power
would be
back on
soon.”
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INSIGHT 4:
ELECTRICITY IS A GATEKEEPER
DURING A DISASTER
Access to power is a key factor in decision
making during a disaster event, as it is
an important resource for safety and
liveability. It is a consideration for people
facing evacuation leading up to a disaster
event, and for those returning home and
dealing with property damage in the
aftermath.
Associated findings:
• During the onset of a flood, access to power at
home is a key factor in deciding whether to stay or
evacuate. For priority/critical customers (i.e. those
who rely on electricity for medical or other needs),
the impact of safe and reliable access to power
during a disaster event and the implications of the
decision to stay or evacuate are magnified.
• Some whose houses were not flooded, or were not
asked to evacuate, chose to relocate because they
were going to be without power for an extended
time, putting additional strain on evacuation centres,
alternate accommodation and resources.
• In the aftermath of the flood, people felt they
could only return home and start the clean-up and
rebuilding process when they had power.
• Many people, especially migrants and people from
culturally and linguistically diverse backgrounds,
were unsure how to safely manage their appliances
and electricity supply when preparing to evacuate
and upon returning home and restoring power.
• There was a lack of clarity for some people around
the electricity reconnection process post-disaster.
They were often uncertain whose responsibility
it was to initiate and action this process (i.e.
themselves, an electrician, their body corporate or
even their insurer). The roles and responsibilities in
the reconnection process also varied depending on
people’s circumstances (i.e. whether they intended to
make an insurance claim, whether they were tenants
or owners and whether they wanted to deal directly
with a preferred electrician).

Impacts on the resilience ecosystem:
• Having the power supply available in an area where
serious flooding is predicted, with no advice that
it will be disconnected in the coming hours, may
encourage people to disregard communications
advising them to evacuate. This could lead people
to put themselves and their families in an unsafe
situation.
• Not being able to start the clean-up process can
increase the severity of damage. This can be due
to ongoing exposure to the weather in the case of
structural damage, and to mould and bacteria if the
dampness and sediment is not addressed. This may
then increase expenses and extend the period in
which a household is unable to return home.
• Community electrical safety awareness around
preparing for a disaster and then turning on their
appliances after the event is important. Without this,
there is potential danger and risk, including electric
shocks and fires.
• Communications and information about the
electricity reconnection process which failed to
recognise people’s diverse circumstances, often
contributed to confusion and meant some people
were unsure what to do, who to contact or what
their options were.

“Going to an
evacuation centre
could have been an
option but we felt
it was safer and
appropriate to stay
at home, if we lost
power, it may have
been different.”
- RESIDENT
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INSIGHT 5:
RECOVERY IS OFTEN A
‘FINANCIAL MAZE’ FOR
RESIDENTS
People face many financial decisions as
they navigate through the aftermath of
a natural disaster event and take steps
towards recovery. Financial matters can
be time-consuming to resolve, and some
people find themselves in protracted
discussions and disputes with financial
institutions. A person’s financial capability
and ability to self-advocate, along with
relevant technical expertise (i.e. building,
architecture, etc), may also influence their
ability to navigate these decisions.
Associated findings:
• Ongoing disputes and delays with financial
institutions can be an immense strain on both
residents’ and business owners’ mental and
emotional wellbeing. As a result, some people
may simply resign themselves to accept an inferior
outcome to avoid costly and stressful delays.
• Some independent tradespeople are perceived
to over-quote jobs, yet people often lack the
information or expertise to determine what a fair
quote should include, and the appropriate costing.
• Some insurance companies are perceived to underquote jobs leaving people out of pocket later on,
and many people are not aware of the option to
source their own alternate quote.
• People often find contracts and other written
documents complex, inaccessible or unclear. Many
people lack the time or mental bandwidth to digest
this information, and therefore may find it difficult to
make an informed financial decision.
• Some people were appreciative of financial relief
in the form of billing and repayment pauses and
reductions in rent following the disaster event.
However, when these expenses resumed some
found this had an adverse effect and contributed to
financial stress.
• People are often unaware of what resources are
available. Some people did not have contents
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“For everything
we were doing,
we would get
seven different
quotes and
they would
vary so greatly.”
- RESIDENT

insurance, particularly those on low incomes or
newly arrived in Australia. Other people did not
know that they had recourse to take issues to the
relevant ombudsman if they were unhappy with an
outcome.
Impacts on the resilience ecosystem:
• A poor experience can lead to ongoing mistrust
in financial institutions. This can impact existing
relationships with organisations, cause interactions
to be more difficult or result in people disengaging
with organisations that can serve and assist them.
• If people are in one dispute, such as with their
insurer, they are less likely to reach out to other
services that may be able to support them in other
ways, such as through mortgage or rental relief and
utility payment plans.
• People may experience unforeseen financial
burdens following a disaster, which can impact their
ability to afford essential services like electricity and
childcare. This may have adverse flow-on effects
including stress, family-life impacts, loss of comfort
and security and negatively affected credit ratings.
• Ongoing or unresolved financial disputes may delay
recovery for an individual and their family (e.g. delay
property repairs).
• A person’s interactions and experiences with
organisations can have a significant impact on their
journey and further complicate the ‘financial maze’
of recovery, particularly when organisations do not
have trauma-informed frontline service providers
and processes.

Jess
Jess and her husband both work in the construction and
design industry. They have a young son together and
live in a Queenslander.
During the heavy rains, she noticed
water coming up through the
manholes after a shopping trip and
couldn’t get back to their street.
The SES crew had blocked it off
and were evacuating neighbours.
Her brother, who lived nearby, was
receiving text messages from the
council, but she hadn’t received
anything. When they were able
to return home after eight days,
they found dead animals and tons
of silt in the yard and the water
had risen into the floorboards of
the house. Their insurer told them
not to go inside the house until
it was assessed, and since the
power could not be turned on they
weren’t able to start any clean-up
outside.
The insurance assessors arrived
three weeks later, and by this time,
black mould had spread through
their house. Jess was aware their
home had asbestos inside the
walls.
The insurance company provided
quotes for the damage and were
using builders from out of town,
who showed disdain for having
to deal with the situation. Being
in the construction and design
industry Jess and her husband

had the knowledge to know when
they were getting underquoted.
To help make decisions they would
use their networks and expertise
to check the quotes - a $40k job,
as quoted by insurance, was more
realistically a $150k job.
Over the next year, she argued with
the insurance company while other
major life events occurred, which
caused additional emotional and
financial strain all while caring for
her son. Her work supported her
to take the leave required during
this time. Her son’s day care had
closed and he was transferred into
another that was overwhelmed
with kids. Her son had an allergy
and she was worried he wouldn’t
be cared for properly and she
noticed how he would start crying
when it rained.
Finally, they got a pay-out from
the insurance company and were
able to nominate their own builders
to complete the work. She worries
about her son playing in the garden
that is contaminated. Although she
thinks her son was too young to
understand, she wonders about his
mental wellbeing too.

“Her son had
an allergy
and she was
worried he
wouldn’t be
cared for
properly and
she noticed
how he would
start crying
when it
rained.”
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INSIGHT 7:

FLEXIBILITY IN THE
SYSTEM SUPPORTS
RESILIENCE

TRAUMA AND MENTAL HEALTH
CAN SUBCONSCIOUSLY
BE DEPRIORITISED

In a natural disaster, situations change
rapidly, and people are often faced
with unprecedented challenges.
Service providers that take a flexible
approach, and work with their customers,
clients, and community members
to understand and respond to their
unique circumstances, are perceived
to contribute to better community
outcomes than those that adhere to rigid
processes and policies.

• Some community members reflected that the
eligibility criteria for electricity rebates was
continuously evolving and being updated (i.e. new
locations were being identified by the government
as declared disaster areas). However, a lack of
proactive communication meant some were left
frustrated at having to inquire daily to see if they
were eligible.

Associated findings:

Impacts on the resilience ecosystem:

• Jobs were often completed faster when insurers
allowed their customers to organise their own
tradespeople, and/or provide invoices for necessary
repairs, as this enabled choice and the flexibility
to use trusted contacts or handle the repairs
themselves.

• People who are impacted by policies and processes
that lack the flexibility to adapt to a disaster event,
may be more vulnerable to financial hardship. This
may have numerous flow-on effects including
a person’s inability to meet everyday financial
obligations (e.g. essential bills and loan repayments)
and negative impacts on a person’s credit rating.

• Many employers offered their staff in Townsville time
off or flexible working arrangements to meet their
unique circumstances.
• The National Disability Insurance Scheme (NDIS)
and other financial packages were not perceived to
make allowances for the extreme circumstances of a
disaster event and the extra expenses that may be
involved. This left some people unable to meet their
day-to-day expenses as they spent their normal
allowance on items essential to their recovery.

• Service providers and front-line workers that go
above-and-beyond in their role contribute greatly
to resilience and a sense of community (e.g. an
electrician who helps remove and dispose of a
damaged refrigerator).

• Innovative and adaptive approaches from
organisations, individuals and unofficial community
groups, contributed to community recovery and
resilience (e.g. informal processes for sharing of
community clean-up).

The journey through a natural disaster
is overwhelming, emotional and often
traumatic. Personal and family safety
takes immediate priority, and in the wake
of the disaster, people are inundated
with tasks and decisions necessary to
regain stability and a sense of normality.
Emotional wellbeing is often overlooked,
and the true emotional impact is not
realised until much later.
Associated findings:
• People generally realised six to 12 months after the
event that they needed psychological and emotional
support.
• People mentioned it was cathartic to speak with
the research team and tell their whole story – some
saying the interview was only the first or second
time they had opened up about their situation (note
that the interviews took place 12 months after the
event).
• Some parents were worried about how their children
were coping psychologically after the event, but
they didn’t seek help, or not initially, as they were
unaware of what support was available.
• Some people reported that difficult interactions with
service providers that they perceived as insensitive
or indifferent took an emotional toll on them. They
noted that these interactions felt more traumatic
than the event itself, as they detracted from the
sense of community support that was otherwise so
strong throughout their experience.
• The experience of being met with a recorded
message (as opposed to another person) when
calling a psychological support service was offputting for some people and caused them to look
for an alternative service.
• The timing of an event will impact the recovery
process. As the monsoon occurred just as children
were going back to school, many parents felt the
psychological impact on their children again 12
months later as they were experiencing ‘going back
to school’ again.
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“It is the one year
anniversary of the
monsoon event, and
this week is the first
time we will see
the psychologist.”
- RESIDENT

• Some people noted that being able to select an
option of ‘I have been impacted by [specific disaster
event]’ when contacting an organisation was a
positive move made by organisations during the
recent bushfires. They would have liked to have
seen the same option for them at the time of the
monsoon, as it gave them a sense of relief that
the person on the other end of the phone would
be sympathetic to their experience without them
having to tell their story in detail.
Impacts on the resilience ecosystem:
• Some organisations were not perceived to have
trauma-informed staff or processes, making it
more difficult for the individual to engage with their
services and potentially putting unnecessary strain
on community members and staff alike.
• Increased demand on mental health services six
to 12 months post-disaster may lead to strain
on resources in the sector if these trends are not
considered in planning and resourcing.
• The timing of an event will impact the ecosystem
greatly. During the ‘back to school’ period, people
often have less savings because of Christmas, school
holiday and back-to-school expenses, which means
they may be more likely to experience hardship.
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Jill
Jill lives in a house that regularly floods. She moved to Townsville with
her husband and bought her home unaware that it was in a flood-prone
area. Her house is far from town and was one of the first areas to flood.
They noticed the heavy rains and knew to get sandbags, but they weren’t
well enough to do heavy lifting, so they found some teenagers to help.
They finished sandbagging around 2am and decided to stay and fight the
waters as best they could, as they still had power. Without power, they
would have had no choice but to leave.
As soon as they could, they rang
their insurer and an assessor
came out within a couple of days,
followed by a builder’s crew. She
remembers one of the builders
saying, “You deserve to get
flooded if you live out here.” They
packed up their salvaged things
to put in storage and threw out
ruined furniture in a skip in the
street.
Since Jill never goes online, it was
10 days after the flood before she
heard through a neighbour about
a recovery centre setup nearby
that provided resources and
support. There she learned about
the Council allowing delays for rate
payments. But when she spoke to
the Council, she was told that she
wasn’t eligible because the house
was not in the designated ‘disaster
affected’ area. She remembers the
federal grants were pretty easy
to get but the state government
grants seemed
a bit more of a process.
The couple was asked to move out
while their home was rebuilt, but
Jill has a mental health condition
that makes it difficult for her
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to leave home. The insurance
company found a way to allow
them to stay on the property,
but the stress and lack of privacy
impacted on her. Throughout this
time her usual GP was closed due
to flood damage and she had
to see another for her regular
prescriptions, which made her
anxious and reluctant to go to her
appointments. She felt that she
needed some additional mental
health support but didn’t know
where to go.
Once she moved back in, her
things came out of storage and
she discovered that antique
furniture had been broken,
sentimental crocheted blankets
were black with mould and things
had gone missing. The builders
asked for photos, but just after
the flood Jill hadn’t thought to
itemise everything in photos.
Now they can’t sell their house
and she wants to speak to
someone about the poor flood
mitigation in the area, but local
and state governments have been
unresponsive. She feels she is in
the forgotten part of Townsville.

“The couple
was asked
to move out
while their
home was
rebuilt, but
Jill has a
mental health
condition
that makes
it difficult for
her to leave
home.”

Small and
Medium Size
Business
Research
Insights
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INSIGHT 2:

THE EMPLOYER
IS A PILLAR IN
THE COMMUNITY

FAMILY SAFETY IS
THE PRIORITY

The recovery and operation of local
business after a natural disaster is
instrumental to the resilience of a
community. Small to medium enterprises
(SMEs) not only support the local
economy, but provide the goods,
services and support required for
community recovery.
Associated findings:
• Supporting staff financially and to a degree,
emotionally, is a priority for many business owners,
but is also a potential source of additional financial
stress for the business.
• Many businesses offered flexible working
arrangements to staff impacted by the disaster,
supporting them in their recovery journey.
• Staff safety and wellbeing was seen to be incredibly
important to small business owners who genuinely
value and care for their team and wish to maintain
a sound reputation. Some found it difficult to make
decisions that impacted their staff (e.g. closing
stores), especially if they were doing so with a lack
of clear, timely information around the weather
event and how it may impact their business (e.g.
road and shopping centre closures).
• Some businesses perceived they were deprioritised in the provision of assistance in
the early recovery phase, as residents took priority.

Impacts on the resilience ecosystem:
• The faster a business is ‘open for business’, the
stronger the local economy. It means more
services are available to help the rest of the
community rebuild (i.e. food, medical services,
mechanics). However, this can sometimes conflict
with requirements in their business interruption
insurance policy.
• Electricity, insurance and access to financial
assistance (i.e. grants) are all critical factors for
getting a business open again. Lengthy delays in
re-opening may have negative impacts, such as
financial and emotional strain on the employer,
employees and their families. A poor cash flow may
leave a business vulnerable to financial hardship
and potential closure. The absence of the business’s
services to the community could also hamper
community recovery and impact the local economy
longer-term.

A local business owner may be impacted
by the disaster both at home and at
work. If their home and family are
impacted or at risk, they take immediate
priority and the business is out of sight,
out of mind.
Associated findings:
• During a disaster event, business owners generally
don’t have the mental bandwidth to consider
the needs of their business until the safety and
wellbeing of family, loved ones and staff is assured.
• Many business owners experienced feelings of
guilt at having made a ‘wrong’ decision for their
business (e.g. not recognising flood insurance was
not included in their insurance policy) as it was
seen to impact the safety and longer-term financial
wellbeing of their family and staff.
Impacts on the resilience ecosystem:

“‘We were draining
money just to keep
our staff there.
They are good kids,
we want them to be
employed.”

• Business owners who find their personal residence
impacted by a disaster event are likely to delay
addressing their business’s needs, potentially
compounding property damage, impacting staff
and delaying the availability of goods services for
community recovery.

- BUSINESS OWNER
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Cameron

THERE IS AN AVERSION
TO ACCEPTING ‘CHARITY’

Among business owners, and to a
degree the general community, there is
some reluctance to accept assistance
as it is seen as ‘charity’, a mindset which
may have many flow-on effects for
community recovery.
Associated findings:
• People often feel there is someone ‘worse off than
them’ and are reluctant to engage with available
services and assistance they believe should be
reserved for others.
• Some business owners reflected that they were
unaccustomed to asking for help and may have
been in denial about the fact that they needed it
following the disaster event. Feelings of shame
at being unable to maintain self-sufficiency were
recognised as a barrier to seeking assistance.
• Some business owners reflected that
communications around accepting financial
assistance may have been better received if
messaging was about the importance of their
business recovery in contributing to the local
community and economy recovery.

Cameron runs a number of service businesses. He had
never expected this type of flood to occur.

“We have been in
business for 30
years and we had
never gone for
help…to the
government,
to anyone.”
- BUSINESS OWNER

Impacts on the resilience ecosystem:
• Delays in businesses accessing grants may impact
the immediate and long-term recovery of the
community and economy.
• Without financial assistance, the financial strain on
a business may lead the owner to draw on personal
and family finances, including their family home
loan, to make ends meet. This may impact their
family’s ability to recover from the disaster event
and potentially leave them more vulnerable to
financial hardship.
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• Business owners may have to let employees go
due to financial strain, potentially leaving these
staff members and their families more vulnerable
to financial hardship and impacting their recovery
from the disaster event.
• Business owners often don’t realise the full extent
of the financial impacts from the disaster event
until much later in the recovery journey. If timelines
for the availability of grants do not consider this
trend, business may be left without assistance
when they need it most.

During the heavy rains he was
using Google maps to see what
roads were being closed, trying
to decide what to do with one
of his businesses in a vulnerable
area, hoping it could remain open.
Once they heard that power was
cut to the area, they called and
told all their staff to go back home.
They could not access one of the
businesses for nine days, during
which time Cameron helped clean
out his father’s home which had
been damaged. When he finally
was able to return to the business,
it was destroyed.
Cameron did not have insurance
because he felt that it just wasn’t
worth the money for his business.
He did not ask for help because he
thought it was a sign of weakness
and he’d be able to come up with a
solution himself. He didn’t want to
let go of staff because they were
also struggling from the aftermath,
and so he moved the operations of
the ruined business into his other
business, which had also suffered
substantial damage, yet could stay
open.
Cameron had taken loans out on
his ruined business, which were
still a liability even though the

business was written off. He also
owed money to suppliers, which he
tried to pay back in small amounts.
His loss of income and staff wages
were burdening him even more.
After six months, he was really
struggling financially and decided
to go over to the Small Business
Recovery Centre to seek assistance.
The Centre was guiding him to
apply for grants and advising
him how to take advantage of
Australian Tax Office extensions.
However, it was mentally
exhausting for him to go through
the process of seeking information
from banks to complete the forms.
He developed severe depression
and anxiety, hardly sleeping three
hours a night.
The Queensland Rural and Industry
Development Authority (QRIDA)
grants were extremely helpful to
allow him to put money back into
his surviving business, which he
hopes to make more resilient. But
Cameron is still feeling the financial
pressure, saying- “There are 4000
homes still to be rebuilt; that’s
4000 families that aren’t able to
spend in my shop.”

“When he
finally was
able to
return to
the business,
it was
destroyed.”
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Richard

BUSINESS INSURANCE
WAS A PAIN POINT
FOR MANY

Many businesses rely on insurance to
provide security in times of crisis, but
some felt let down by their policy.
Associated findings:
• Continuing to pay staff despite a lack of revenue is
a significant financial burden on a small to medium
sized business, yet wages are not recoverable
through grants and insurance options are not seen to
be affordable or comprehensive enough.
• Flood insurance was viewed as unaffordable for many
small to medium sized businesses. The cost-benefit
to protect their business against a ‘1 in 100 year’
event meant being uninsured was a risk that owners
had been willing to take.
• For those with insurance, many assumed their
policy would cover them in the case of a flood
(as flood cover is a default inclusion for many
residential insurance policies in Queensland) and
were disappointed to find their businesses were not
covered.
• Some business owners recognised a lack of clarity
in contracts, policy documents and advice from
insurance brokers as a barrier to making informed
decisions around their business insurance.
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Impacts on the resilience ecosystem:
• The inability to recuperate financial losses may
force a business to shut its doors with potential
impact to the employer, employees, their families,
suppliers, customers and the local economy.
• Delays in the insurance process due to high claim
volumes may prevent businesses from reopening
and recovering.

Richard runs a family automotive mechanic business
with around 14 staff. He recently moved his shop from
a location which was hit hard from the 1998 flood. For
that flood he was able to make an insurance claim
because the flooding was determined to be caused
by stormwater. He was aware of floods occurring in
Townsville since the 1940s through his dad’s stories.
When the heavy rains came in
2019, Richard was monitoring the
situation through the Bureau of
Meteorology and the City Council
website. He could never imagine
that the river could break its
banks, but he decided to get the
customer cars off the ground and
used the mechanic lifts to raise
them off the ground.
To Richard’s disbelief, the flood
came through and destroyed the
office and industrial machinery
on the ground. Water also came
through the roof, destroying it and
the air-conditioning units.
After the floods, his shop remained
closed because the machinery
had rusted, and he was unable to
get the customer cars back down
on the ground. He had started
the insurance claim process early,
so the assessor came soon after
the floods. Since the damage
was caused by flood waters it
was determined that he was not
covered. This began a month-long
battle with the insurance company
over how his business was
damaged, since there was obvious
damage that came through the

roof. Richard felt tremendous
guilt that he didn’t understand a
technicality in his policy was so
important that it could now affect
his family and loved ones.
While this was going on, he didn’t
want to let go of his staff and “send
them to the wolves” because some
of them had gone through a tough
time, so he got them to come in
and help clean and continued to
pay them.
After sharing stories with other
business owners in the area, he
found out about the Small Business
Recovery Centre, where he learned
about the Queensland Rural and
Industry Development Authority
(QRIDA) grants. But getting access
to the grants became problematic
because he had to prove he
couldn’t receive insurance, yet he
was in the midst of disputing their
decision.

“After the
floods, his
shop remained
closed
because the
machinery had
rusted and he
was unable
to get the
customer
cars back
down
on the
ground.”

It’s now a year on and he is
discovering machinery is starting
to suddenly break. The insurance
company won’t add flood cover
onto their contract as they have
flooded in the past.
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Astur

GOVERNMENT GRANTS ARE
A WELCOME RELIEF, BUT THERE
WAS SOME RED TAPE

Government financial assistance for small
businesses was helpful and very well
received, but some of the processes and
conditions for receiving grants created
unintended challenges for applicants.
Associated findings:
• Many business owners felt the Small Business
Recovery Centre was integral to the successful
recovery of many small businesses and to creating a
network for advice, knowledge sharing and support.
• Business owners were often inundated with
decisions and experiencing trauma following the
disaster event. Capability and capacity to complete
grant applications also varied greatly amongst
business owners, some of whom found the grant
application process too long and complex, and
had difficulty completing it. This was particularly
prevalent for the low interest loan available through
the government, as some business owners needed
accountants and others to support them with the
application.
• The businesses we interviewed were diverse (e.g.
not for profits, home-based micro-enterprises,
franchises, small-medium service and hospitality
businesses) as were their business needs, which
went far beyond financial assistance. During the
disaster event, some businesses required assistance
in the form of a temporary location or office, whilst
others sought advice from small business financial
counsellors and business mentors through the
Small Business Recovery Centre. Some businesses
required insurance for specific items in their home or
business to protect against disaster events.
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“I lead a busy life,
I have been in
the Military, but
nothing compares
to the type of
decision-making
that I had to make
in the weeks
following the
floods, the type of
fatigue I had was
unbearable.”
- BUSINESS OWNER

Impacts on the resilience ecosystem:
• Some business owners wished to dispute their
insurance claim, yet they were of the understanding
that government grants may require them to prove
they were unable to claim insurance. If this is the
case, those who choose to dispute a claim may
therefore be left without any financial assistance
until the claim is settled. A lack of alignment
between financial assistance and insurance
offerings may complicate decision making
and act as a barrier to accessing assistance.

Astur has been living in Australia for five years with her
husband and kids. She runs a small business selling food
at weekend markets and keeps her equipment outside
next to her home.
The first moment she became
aware that they were in trouble
was when her husband came
home having had to abandon his
car because of the road closures.
They weren’t sure what to do and
just watched the water start to
come into their house.
They were evacuated by the
Military to an evacuation centre,
where they were amazed at how
kind the Red Cross staff were
there in helping them get settled.
As donations came in from the
community, providing them
essentials like nappies, food and
blankets, they felt so cared for by
the Townsville community.
When Astur and her family
were able to return home, they
discovered that much of their
furniture was destroyed and her
business equipment was damaged
including a microwave, gazebo
and some cooking gear. Since
they were staying in a rental, the
landlord had insurance to fix up
the house and one of the case
workers at Townsville Multicultural
Support Group (TMSG) offered for
them to stay at their house while
the home needed minor repairs.

Being from overseas, she has little
understanding of how insurance
works in Australia, so they had
none. Also, having limited English,
it was only through TMSG that
she had become aware of the
Queensland Rural and Industry
Development Authority (QRIDA)
grants available for businesses.
Through the grants she was able to
buy enough equipment to return
to the markets three months later.
But she discovered that some of
the markets had never reopened
and some of the familiar faces
never came back. Some people
would come to her market stall
with no money and she would let
them have food for free anyway,
since she knew how hard the floods
have been on everyone.

“Some people
would come
to her market
stall with no
money and
she would let
have food for
free anyway.”

Now if the weather forecast looks
unpredictable, she avoids going
to the markets because it would
be too costly for her to lose any
more equipment or waste money
on food should the weather turn
bad. She’s been saving money to
buy a mobile kitchen which would
make her more self-sufficient and
resilient.

51

DISASTER PLANNING AND RECOVERY COLLABORATIVE RESEARCH PROJECT
THRIVING COMMUNITIES PARTNERSHIP

PHASE 1 // 2020

INSIGHT 6:
MACROECONOMICS
INFLUENCE COMMUNITY
RESILIENCE

The state of the local and national
economy impacts on the resources
available to support local businesses
through a natural disaster event. After
the event, there are significant ripple
effects through the service and supply
chain that may impact negatively on the
local economy and long-term community
recovery.
Associated findings:
• A downturn in the wider economy dampens
cash flows further and may influence businesses’
resilience and ability to recover.
• Flow-on financial effects may include: limited stock;
inability to pay suppliers; the decreased availability
of local suppliers and human resources; challenges
with transport of goods; difficulty keeping up with
staff wages; failure to meet return on investment
and other business goals.
• Conversely, small to medium sized businesses are
a key contributor to a healthy local economy and a
strong small business sector has the ability to shift
negative economic trends (e.g. boosting tourism
and appeal to home-buyers).
• Many businesses noted the true financial impact
of the disaster event wasn’t felt until long after
(generally nine to 12 months) as they adjusted
to the ‘new normal’ post-disaster.
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Impacts on the resilience ecosystem:
• Business closure or reduced operating hours/
staffing due to financial strain may further impact
the economy in a cyclic nature (i.e. impact on goods
and services pricing may contribute to financial
hardship for residents, a downturn in the local
economy may impact the housing market and
tourism industry).

“People were saying
‘we will bounce
back in six months’...
but you look at the
numbers...there
are 4000 homes
yet to be rebuilt.
That’s not 4000
people, that’s 4000
families.”
- BUSINESS OWNER
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Building a
more resilient
future together
Emerging opportunities to improve
community outcomes and address the
pain points identified along the journey
were recognised throughout this project.
These emerged both in conversation
with community members during the
contextual interviews and through
ideation on research findings in a crosssector workshop held on February 21,
2020 with the project working group.
It should be noted that the opportunities captured
in this report are not solutions, but a starting point
from which organisations and communities can
collectively begin to explore initiatives. We encourage
organisations to continue to ideate on the findings
of this research and explore how they might better
support community members and their employees in
the event of a disaster, and contribute to community
preparedness, recovery and resilience. Opportunities
to explore may include those relating to internal
organisational operations, and also collaborative,
cross-sector approaches.
A summary of the opportunities identified can be
found in Appendix 4.

Building community disaster awareness and
preparedness
People’s level of disaster awareness varies greatly
across and within communities, even in a disasterprone area such as Townsville, and this generally
correlates to their level of disaster preparedness.
Emerging opportunities identified in response to this
challenge include:
• Building a deeper understanding of community
needs (particularly those of people at greater risk of
experiencing vulnerability) to inform the design and
evaluation of ‘preparedness’ products and services.
• Improving access to clear, aligned and trusted
natural disaster information and resources. This
includes information for people from culturally and
linguistically diverse backgrounds, new arrivals to
Australia and those new to a disaster-prone area.

Applying Universal Design Principles5 to
disaster preparedness and response to
ensure places, products and services are
accessible and inclusive to all
Places, products, services, and processes that were
not universally designed appeared to present a
number of barriers to Townsville community members
when it came to receiving adequate assistance and
support during the disaster event. Some of the
emerging opportunities identified in response to this
challenge include:
• The co-design of proactive approaches to disaster
planning and response with community members
who may be at greater risk of experiencing
vulnerability during a disaster event (including older
people and people with a disability).
• Working with first responders such as Emergency
Services to ensure they are equipped to better
support people with a disability in a disaster event.
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Increased services and support for the
long-term and enduring recovery phases
of disaster recovery
Speaking to community members one year on from
the disaster event, it was clear that people were still
dealing with the impacts of the monsoon and were at
differing phases of their recovery journey. In particular,
the need for increased services and support dedicated
to long-term and enduring community recovery was
identified. Some emerging opportunities identified in
response to this need include:
• Improving the capacity, responsiveness and support
for the childcare sector following a disaster event to
reduce disruption for families.
• Improving service provision and coordination across
sectors to provide safe, appropriate and affordable
emergency and long-term accommodation postdisaster.

Accessible, coordinated and clear
communication before, during and
after a disaster event
Access to communications and information can have
a profound impact on people’s ability to respond and
recover from a disaster event, yet some people had
trouble distinguishing reliable information sources.
A lack of timely, clear and consistent communications
also became a barrier to decision-making and
responding. Some opportunities identified in
response to this challenge include:
• Collaboratively exploring a unified, inclusive and
proactive approach to the delivery of critical
community messages across multiple channels.
• The development of a tailored communications
strategy for people who may be more vulnerable
to a disaster event.
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Fostering community connection and
reducing digital and social exclusion
Digital exclusion, isolation and a lack of social
connection are often barriers to accessing information
and assistance following a disaster, and can
significantly impact a person’s response and recovery
journey. Emerging opportunities identified in response
to this challenge include:
• Exploring local, place-based strategies to address
social and digital exclusion.
• Investigating the potential for organisational
collaboration to identify and proactively engage
people who are isolated or may be experiencing
vulnerability in a disaster.

A collaborative, cross-sector approach
to disaster preparedness, response and
recovery
Due to the incredibly complex and interconnected
nature of the service and support ecosystem following
a disaster, organisations which did not consider their
role in the context of the broader ecosystem (how
their actions and interactions interplay with those
of other organisations) were sometimes identified
as a barrier to the provision and receipt of effective
community support. Emerging opportunities to
increase organisational collaboration include:
• Setting up dedicated cross-sector teams to explore
disaster planning and response strategies.
• Building on new and existing referral pathways
and partnerships to increase community access to
appropriate services and support.
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Supporting safe access to electricity and
other essential services as quickly as
possible following a disaster
The ability to access electricity, banking, transport
and other essential services has a significant impact
on peoples’ safety, security and wellbeing and their
experience of a disaster event. Some opportunities
to improve access to essential services include:
• Proactively engaging with community members
in disaster affected areas via multiple channels,
to notify them of assistance available from their
essential service providers (e.g. payment plans,
rebates, etc).
• Developing a stronger ‘community presence’
of essential services at recovery centres and
community hubs to improve awareness of and
access to available support.

Increased awareness, training and capacity
building for organisations and front-line
staff responding to a disaster event
Interacting with organisations that did not have a
trauma-informed disaster response was identified
as a barrierto accessing services and support, and
a source of trauma for some community members.
Opportunities identified in response to this challenge
include:
• Access to training around trauma-informed
practices for frontline workers and first responders.
• Exploring ways for frontline workers to build local
knowledge, capability and capacity to better
support community members they engage with.
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Improving access, clarity and community
awareness around insurance products
and processes before, during and after a
disaster event

Effective immediate and enduring recovery
of businesses following a disaster to
support local economy and whole-ofcommunity recovery

Insurance provides critical support in recovery from
a disaster, but it was also seen to be a pain point
for many who experienced complex and unclear
information around policy inclusions and a lack of
alignment between their policy and other financial
assistance programs. Some opportunities identified
to overcome these barriers include:

Local businesses are recognised as integral to
community recovery, and there are many existing
initiatives, such as the Small Business Recovery
Centre, dedicated to supporting the recovery of
businesses, and in turn the wider community following
a disaster. Opportunities identified to further improve
experiences and outcomes for businesses across all
phases of recovery include:

• Exploring ways to increase the accessibility of all
policy documents (particularly the communication
of disaster related policy exclusions).
• Investigating ways to better align small-medium
sized business insurance offerings with local
business owner needs and other financial
assistance available.

Timely access to appropriate financial
information, advice, programs and
assistance before, during and after a
disaster event
A disaster event can have a profound impact on the
local economy and significant financial implications
for individuals, families and local businesses. Financial
assistance and advice play a critical role in community
recovery however the various support and advice
available was often contradictory. Emerging
opportunities identified in response to these
challenges include:

• Building on existing initiatives to provide more
comprehensive support for business owners to
access appropriate financial assistance.
• Investigating the provision of small business
financial mentoring services to assist with the
development of disaster action plans in preparation
for disaster events.

Increasing community awareness of trauma
and the psychological impacts of a disaster
event and improving access to mental
health services
People often experience impacts to their mental
health and wellbeing following a natural disaster,
due to the traumatic nature of the event and the
significant changes and challenges it may bring.
However, there are a number of barriers to accessing
appropriate psychological support including a lack of
awareness around the various programs and resources
available.

Some opportunities identified in response to these
challenges include:
• Improving community access to mental health and
counselling services including within schools.
• Collaborating to better understand the
psychological impacts of disaster events over
time to inform mental health resourcing and
communications strategies.

The importance of community advocacy and
recognising community members as experts
Community advocacy plays an important role in
community recovery and resilience following a
disaster event. Advocacy is an invaluable way for
community members’ stories and experiences
to contribute to enacting positive change. Some
opportunities identified to increase and meaningfully
enact community advocacy include:
• Increasing organisational awareness around the
importance of working with people with lived
experience, and the co-design of organisational
programs and services with advocates.
• Considering the potential for advocates to review
and provide recommendations on existing programs
and services.

• Increasing the provision of, and access to, financial
counselling services post-disaster and building
community awareness of this service.
• Collaborating to better understand the impacts
of a disaster event for people with NDIS plans
and other assistance packages and how we
might respond to barriers and challenges
that exist.
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Where to
from here
The TCP Partners, the TCP secretariat
and members of the working group
are all passionate about reducing the
risk for communities, building aligned
and people-focused assistance, and
supporting communities as they build
greater resilience in the face of natural
disasters.
To do this we recognised that the first step was to
understand people’s experiences as they interacted
with organisations across sectors. This report captures
the insights and opportunities that have come out
of Phase 1 of the Disaster Planning and Recovery
Collaborative Research Project, but it is
only just the start.
We are committed to ensuring this research is
used to create real and meaningful change. It will
be shared with the broader TCP community within
the Queensland Chapter, with the organisations on
the ground in Townsville, and with organisations
nationally, to explore possible opportunities for
effective and aligned responses for other disaster
events.
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We have created a monitoring and evaluation plan
that involves connecting in with organisations to
understand how they could use this research and
follow up to determine what initiatives they have
taken as a result of their learnings.

Finally, and most importantly, we recognise the
commitment and generosity of all the participants
and organisations in Townsville and surrounding
communities who engaged with TCP throughout
this project.

We will also explore opportunities for TCP to
undertake Phase 2 of the Disaster Planning and
Recovery Collaborative Research Project which
would provide greater understanding of the
relationship between the experiences of individuals,
front-line service providers and first responders, to
expand our insight and opportunities for positive
change.

We acknowledge that a critical part of working with
people with lived experience is to ensure they can see
how their stories and experience have contributed
to more positive outcomes for others experiencing
vulnerability. We commit to sharing the research with
the Townsville community to further explore possible
opportunities and actions and continue to keep them
informed about how the research is creating impact.

“We are committed to
ensuring this research
is used to create real and
meaningful change.“
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Terminology
Evacuation centre – An evacuation centre is a
designated building specifically selected as a safer
location for people impacted by a disaster and
needing to leave their place of residence. These
evacuation centres provide basic essentials including
accommodation, food and water.
Recovery centre – A disaster recovery centre is a place
that serves disaster recovery efforts. Organisations
from across sectors can locate in one central location
making it easier for people impacted by the disaster
to access information and support.
Small to medium sized businesses – For the purposes
of this report, we use the definitions as provided
by the Australian Bureau of Statistics that refers to
a small business as any business with less than 20
employees and a medium business as employing
between 21 and 200 people. See more detail here
https://www.abs.gov.au/ausstats/abs@.nsf/mf/1321.0
TCP Ambassadors and Ombudsman – The trusted
individuals with extensive experience and strong
commitment to supporting people experiencing
vulnerability.
TCP Community Partners – The not-for-profit
organisations that have signed up to the TCP Charter
and partnership.
TCP Founding Partners - The corporate organisations
that provide financial and pro-bono support to
TCP and have signed up to the TCP Charter and
partnership.

64

TCP Partners - All the organisations, ambassadors
and ombudsman from across all sectors who have
signed up to the TCP Charter and partnership.
TCP Participants/participating organisations – The
organisations and individuals who participate in the
work of TCP, but have not formally signed up to the
TCP Charter and partnership.
TCP Queensland Chapter - A mix of TCP Partners
and TCP participating organisations who operate
in Queensland and are committed to working
collaboratively on locally defined initiatives to support
a thriving Queensland community.
The TCP community – All Partners and participating
organisations and individuals who are involved with
TCP in some way and are driven by the purpose of
building a more inclusive ecosystem for everyone.
Universal Design - Universal design considers the
accessibility and usability of an environment (building,
space, product, service, etc) to be inclusive of all
individuals and their diverse range of needs, including
health, medical and emotional.
Queenslander – A quintessential single detached
house common in Queensland. There are many styles
of Queenslanders, but they all share similar features
such as an exterior staircase, an external veranda and
built on stumps that raise the structure above the
ground.
QRIDA - Queensland Rural and Industry Development
Authority
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Appendices
These appendices have been designed as tools that organisations can use to take
the research insights and journey maps, and use them to explore opportunities
with colleagues and partners.

1. Running a workshop or webinar to explore the research insights
The insights found in this project are relevant for numerous organisations and may have applications across
various departments or teams within these organisations. We recommend bringing people together to explore
and unpack what these insights mean because ideas and opportunities often emerge when people with diverse
backgrounds, experience and expertise engage in discussion together. Below is the agenda used by the TCP
secretariat and Symplicit to share these initial findings with working group members. We’ve decided to share
this, and the materials we used in the workshop, as a starting point for others. Don’t feel restricted by this
agenda, feel free to adapt and change it to suit your environment.
ACTIVITY

TOOLS

Provide overview of the research project and purpose of the workshop

PowerPoint

Introductions of participants

PowerPoint

Discuss research methodology and key research Insights

PowerPoint

ACTIVITY

TOOLS

Short break
Whole-group discussion - Teams share back scenarios, themes and
opportunities
• One member from each team shares back their outputs from the
Community Narrative Exploration Activity with the broader group
As a team
• Discuss: What do you need to drive change, internally within your
organisation and/or across sectors?

Somewhere to collate ideas
(post-it notes and white boards,
or collaborative digital tools if
working online)
Somewhere to collate ideas
(post-it notes and white boards,
or collaborative digital tools if
working online)

As a group
• Teams share back key points of discussion to whole group
Reflections and Next steps
• This is just an initial discussion and there will likely be many future
conversations and explorations of the possibilities identified during the
session

Somewhere to collate ideas
(post-it notes and white boards,
or collaborative digital tools if
working online)

• As a group, discuss and document next steps

Open discussion about first impressions
Community Narrative Exploration Activity - Building empathy
and identifying pain points

Community Narratives
(see appendix 2)

Individually

Somewhere to collate ideas
(post-it notes and white boards,
or collaborative digital tools if
working online)

• Read through one of the narratives individually
• Try to identify the key pain points, barriers and challenges the person
faced
• Note these down, one thought per post-it

Note that the Journey Maps were not utilised in this workshop, however
they are valuable tools, rich in detail, and we encourage the use of these
artefacts to build understanding and explore and ideate in collaborative
settings both within and across organisations. We recommend
that these maps are explored and ideated on holistically, however
workshops or small teams may focus primarily on a particular phase
of the disaster journey (ie early recovery) or theme (ie insurance).

As a team
• In small teams, talk about what you noted down and group your
observations as a team to synthesise your thinking. What are the
common themes coming through?
Community Narrative Exploration Activity - Exploring opportunities
to address the emerging themes
• Individually, write down all the opportunities you can come up with in
response to the types of challenges identified in the previous activity

Somewhere to collate ideas
(post-it notes and whiteboards,
or collaborative digital tools if
working online)

• Note these down, one thought per post it
As a team
• In the same small team, talk about what you noted down and group
your opportunities as a team to synthesise your thinking. What are the
common themes coming through?
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2. Community Stories

Using the End-to-End Journey Maps

The community stories included in this report were directly informed by contextual interviews with community
members and business owners. They are designed to provide insight into the diversity of peoples’ journeys
through the North Queensland Monsoon of 2019, and may be used to build empathy and immerse people
in the complexity of these personal experiences. They are also a valuable resource for identifying some of
the barriers and challenges for people during a disaster event and ideating on emerging opportunities and
initiatives to be explored. Please note that peoples’ real names were not used in these stories and some details
were changed to protect the privacy of those who participated in this research

The Residential and Local Business Owner journey maps have been designed to assist
people to empathise with community end-to-end journeys through a disaster event.
These artefacts are incredibly rich in detail and can provide insight to organisations
(or groups of organisations) aiming to better understand the challenges and
complexities for communities during a natural disaster. They can also be used as a
stimulus to ideate on emerging opportunities for organisations to better support
people during a disaster event both individually and collectively.

You can find a screen-friendly version of the
Community Stories here.

The journey maps are available in a variety of formats designed for different purposes:
• The large format, print-ready maps are designed to be used in face-to-face workshop settings, to assist
participants to empathise with the community end-to-end journeys and identify opportunities that can
address challenges illustrated in the journeys.

The two end-to-end journey maps produced as
outcomes of this research are:
The Residents’ end-to-end journey map, which
visualises a holistic experience of the journey through
a natural disaster for a resident, which was shaped by
the stories shared with the research team.
The Local business owners’ end-to-end journey map,
which visualises a holistic experience of the journey
through a natural disaster for a local business owner,
which was shaped by the stories shared with the
research team.

• contributing to the identification of cross-sector
opportunities to improve resilience and current
gaps to inform the design of new services.
• contributing to the evaluation and re-design
of existing services.

• The screen-friendly maps are designed for fast, clear on-screen viewing and navigating.

LOCAL BUSINESS JOURNEY MAP
Local Business Owner
Journey Map

Life Before

Weather Warning

Disaster Impact

Aftermath

The period of time before any weather warnings are
issued. People's life circumstances and their level of
disaster preparedness may vary greatly. Several of these
factors, and their potential impacts on resilience are
detailed below.

Oﬃcial warnings have been made public, but
community members' responses may vary. Most
people take notice of a signiﬁcant weather
event, but may not perceive a threat.

The community as a whole responds to the now
immediate threat of the disaster. Personal and
family safety takes precedence.

Each member of the community is confronted by,
processes and evaluates the damage that was caused
by the event. Connection and community networks are
key in the early recovery phase.

Long-term Recovery

Challenges and set-backs are experienced as the
community tries to rebuild and regain normality.

Readjustments have been made to achieve a level of
normality. People may be working through grief and
trauma of the event and many still have ongoing
challenges. Life goes on with a diverse set of
circumstances described below.

Lifestyle, Home and Family Situation
Settling into a new routine or home can be diﬃcult to adjust to,
while returning to a previous home can be a constant reminder
that you and your family may be vulnerable to another disaster.
Lifestyles may need to change due to new ﬁnancial or wellbeing
challenges.
I need to replace the equipment and
stock that was destroyed 8

Project
The Thriving Communities Partnership (TCP) is a cross-sector
collaboration with the goal that everybody has fair access to the
modern essential services they need to thrive in contemporary
Australia, including utilities, ﬁnancial services, telecommunications and
transport. Thriving Communities Partnership aims to build more
resilient communities and stronger organisations.

First Year of Recovery

I close my business for good
Damage may be too great and too costly to
reopen or relocate.

Lifestyle, Home and Family Situation
People's living and family situations are diverse, often complex
and may evolve rapidly. Maintaining a close family and friends
network, raising dependent children, renting an apartment or
owning a home, and navigating a separation or diﬃcult
relationship are just a few examples. Any combination of
lifestyle factors can impact a persons journey through a disaster
either positively or negatively.

Disaster Planning and Recovery
Collaborative Reseach Project

I'm going to do a DIY rebuild 13
I decide to do a DIY because I do not have the funds for
tradespeople and there is an urgency to get open again.
Financial Inclusion, Wellbeing and Resilience
A person's ﬁnancial situation including access to a bank
account, savings, and their ability to meet day-to-day expenses
may impact their journey through a disaster event. Other life
events such as the birth of a child may change a person's
ﬁnancial situation suddenly. Having a ﬁnancial buﬀer or funds
for a 'rainy day' was seen to positively impact disaster resilience.

TCP's Disaster Planning and Recovery Collaborative Research Project
aims to map and understand the experiences people in the Townsville
community who were negatively impacted by the 2019 North
Queensland Monsoon disaster. This includes understanding who they
interacted with and their overall experience through these numerous
interactions.

Do we have power?
Having power is key to enabling clean-up and
rebuild to begin.

As part of the ﬁrst phase of this project, TCP and partner, Symplicit, a
customer-centred innovation and design consulting ﬁrm, conducted
research and analysis to understand and map this journey.

Is it safe to restore power? 10
I need an electrician to 'make safe' and restore power to the
premises in order to begin the clean-up and rebuild process.
This is normally organised directly through an electrician or on
behalf of the insurance company.

I need to clean up and dispose of the rubbish

11

Clean up
Dispose of damaged items

I need to get open! 16
Whatever it takes, I need to get open as quickly as possible,
because every day I am losing revenue and needing to pay staﬀ.
I need to decide if I am going to DIY or hire
tradespeople 12
How I proceed to rebuild is dependent on the funds I
have available to me and the insurance cover I have.

I need to secure tradespeople 14
This can be signiﬁcantly delayed if I have
issues with my insurance claim.

Reconstruction gets underway 15
It is imperative for me to get things moving as I need
to open as quickly as possible.

Open (fully up and running)
Open with some make-do's

Re-establish Business

Taking a people-centred approach, this project seeks to evaluate the
support currently provided by organisations across sectors around
severe weather events, and how people engaged with it, from
preparation through to recovery. Ultimately, the purpose of this project
is to identify opportunities to provide tangible, actionable,
cross-industry and cross-sector improvements to support people
impacted by disaster in accessing tailored support.

How quickly can I reopen? 6
I need to understand the extent of the
damage and costs. I am anxious to reopen as
quickly as possible.

Macroeconomics
The strength of the local economy prior to a disaster is likely to
impact community recovery and resilience. A strong economy
will assist with access to goods, services and cash reserves to
aid recovery, yet a weaker economy may struggle to absorb the
impacts to the disaster and become further eroded.

7
I need to attend to my staﬀ
I've worked hard to build a good team, I don't want to let them
down and need to keep them informed about what is happening.
Some of them might be in bad situations themselves.

I need to decide if I am going to rebuild the
damaged premises or move to a new location

I need to reconcile the old premises
I need to attend to forms and agreements that
can release me from my old premises.

9

Financial Inclusion, Wellbeing and Resilience
People may have regained ﬁnancial stability, however new
ﬁnancial challenges may begin to emerge. Following the ﬁrst
12 months of the disaster: Reduced rents are raised; Bill
extensions end; Loan payments begin; People are still
discovering unforeseen expenses that are a direct result of
the initial impact.

I move the business to a new /
temporary location

If I have opened in a temporary premises, I
need to keep looking for a permanent one.

About the Map
This map aims to provide a holistic visualisation of a small business'
journey through the North Queensland Monsoon of February 2019. It
brings to life the experiences, interactions and emotions, as
experienced and shared by small business owners, that occurred
before, during and after the event.

Business owners may simultaneously be experiencing
the residential journey and also need to monitor how
their home and family may be impacted.
Digital Inclusion
A person's digital access and capability may inﬂuence a
number of other factors including their ability to access
community support, receive/access information and manage
their ﬁnances, all of which may impact their journey through
a disaster.

The map is directly informed by 8 contextual community interviews
held in Townsville between February 3 - 7, 2020, a year after the
disaster occurred.

Who we spoke to

I monitor the situation

3

I have become highly aware of the severity of the situation,
it is starting to impact on the area surrounding my business,
and my staff.

Engagement with the community was conducted through 12 interviews
with residents and 8 interviews with small business owners from
Townsville from three diﬀerent cohorts. The cohorts comprised people
experiencing hardship or vulnerability pre-disaster; people newly
experiencing hardship or vulnerability as a direct result of the disaster;
and local businesses operating in the region who have been impacted
by the disaster.

No customers or staﬀ are present 4
There is nothing more I can do, but see if I
can get to the business to check on it.

Local Business owners may be simultaneously
monitoring what is happening to their home.

Do we have power?
Having power is key to decision-making as it is an
important resource for safety and business
operations.

To read this map, follow the steps along the journey map from left to
right, using the arrows to guide you along. At some steps the journey
may diverge indicating alternate scenarios or multiple steps occurring
at once as time progresses to the right. The major phases of the
journey are illustrated at the top of the map.
Important communications, services involved, negative and positive
impacts on resilience are presented at the bottom of the map and
correlate back to a step or set of steps in the map. Use the footnote
numbers to cross-reference between the steps and the information
below.

It should be noted that the journey maps visualise
the experiences as told to the research team. This
means that, although these artefacts are rich in lived
experiences, we recognise that everyone’s experience
is unique and not everything that occurred during
the disaster event is captured in these artefacts. The
journey maps are complementary to the report, yet
not all findings captured in the maps are explored
in the report. Rather, the details within the map
artefacts are intended to support and give clarity to
the insights presented in the report by illustrating
how these may impact a person’s experience. Another
way these maps can be used is to reflect on what
services did not appear on the journeys; doing so may
uncover more opportunities to improve access to and
awareness of underutilised services.

Stages

• visualising, exploring and explaining the complex
and interconnected challenges residents and
business owners experience in a natural disaster.

My family becomes the priority
At this point, I can't do much else for my
business. I focus on the safety of my home and
family.

Local business owners may be going through the
complexity of dealing with insurance at home at the
same time.

Business owners that work from home would follow
along the residential journey.

Macroeconomics
The community may be spending less as they continue to
recover from the disaster, which may discourage new
businesses from opening and cause existing ones to struggle.
The business-to-business economy may face challenges as local
supply chains are interrupted or discontinued, and international
suppliers lack consideration for aﬀected local businesses. New
businesses and residents may be reluctant to move to the area.

I dispute the outcome 18
I receive an outcome on my claim which
I am unhappy with, so challenge it.

Refer to Residential Journey Map

Refer to Residential Journey Map.

Refer to Residential Journey Map

I need to decide to close the business or stay open
I need to make a decision whether it is safer for my
staﬀ and customers to close.

I close the business
If something bad happens, the safety of my staﬀ are
at risk and my business reputation is on the line.

3

Social Inclusion and Community Networks
A person's level of social inclusion may impact their journey
through a disaster event. Strong personal connections and
family/community networks are likely to increase one's
resilience and ability to recovery from a disaster.

I have insurance
I know I have insurance and I think I'll be covered.

I call my insurance broker
As a business, I manage my insurance through a
broker, not directly with the insurance provider.

I submit a claim

17

Assessment of damage is performed 18
I receive an assessment from my insurer's
contractors and begin to gauge quotes / outcomes.

I receive quotes / scope of works

My claim is declined 18
I receive a negative outcome
on my claim for the damage.

18

Insurance

I have awareness of a weather event 1
I become aware that there is a lot of rain and
hear ﬂooding is occurring.

5
I'm trapped with customers or staﬀ
In a hotel business there may be customers who
are trapped and anxious. Staﬀ at a retail
business may need to be contacted to close the
business and leave safely.

I act and prepare 2
I'll start preparing (i.e. sandbagging, raising equipment
oﬀ the ground, communicating with staﬀ), but I try to
maintain customer satisfaction and business as usual.

Evacuate
Once evacuated, customers may follow the residential journey
to seek shelter.
Refer to Residential Journey Map

Weather event subsides

6
I confront the aftermath
Anxious, I confront the aftermath and
begin to evaluate the damage.

I check my insurance status 17
I make contact with my insurer or I realise I do not
have appropriate insurance for my business /
equipment.

I am alarmed to ﬁnd out I am not insured
for ﬂood! 17

I dispute with the broker 17
I am not able to speak directly to the insurance
provider, rather I need to deal through a broker.

Litigation
I accept the outcome 18
I receive a positive outcome or I'm too
tired to keep challenging the outcome.

Cultural and Linguistic Diversity
People often have varying degrees of understanding of the
legal, societal and ﬁnancial systems in Australia, including things
like insurance, inﬂuencing their disaster preparedness and
resilience. CALD people with limited English may also face
additional challenges in navigating this complex journey.

5
I bide time
I try to keep customers safe and calm.

I don't have appropriate insurance
I wasn't informed about insurance inclusions, I was
unable to aﬀord ﬂood insurance, or did not see the
cost-beneﬁt.

I monitor the situation
I'm highly anxious and feel responsible for the safety
of others and there are questions running through
my mind: Will the resources available be enough get
us through? How long do we have? How are the
customers? Are there any new threats I should be
aware of? What's happening elsewhere?

I accept the standing or resign to the situation to
avoid further dispute.

This map visualises the experience based on the 8 local business
owners interviewed.

Townsville

Finance
19

I need to assess my business revenue
How has the cashﬂow to my business been aﬀected?

2 x Female
Disaster Awareness and Preparedness
Those who are alert to the potential of natural disasters, and
take steps to mitigate risk and prepare, are likely to be more
resilient. Preparedness may include stocking and emergency
kit, a plan to safeguard important documents, ensuring
house/belongings are raised out of ﬂood zone and
monitoring weather. These activities do not always aid
resilience and recovery however, as every disaster is unique
in its onset and conditions.

6 x Male

Sales or service stream
These revenue streams may stop due to the disaster.

20
I need to asses the costs to the business
Are there new expenses I have to deal with as a result of the
disaster? What am I still liable for?

Issued invoices to collect
Supplier and service invoices may be more diﬃcult
to collect following a disaster but I'm depending on
them to maintain some income.

TCP Queensland Chapter

24
How am I doing ﬁnancially?
I may be experiencing some level of ﬁnancial stability
and security, my business ﬁnances may be as they were
before the disaster, or the business may be in ﬁnancial
hardship.

How much ﬁnancial pressure am I feeling? 21
I'm doing some calculations to get a clearer picture of my
business ﬁnances.

My regular bills, loans and staﬀ wages

I draw on my resources as a business owner to get by
I may draw on my personal ﬁnances ﬁrst.

Unforeseen expenses due to the event

I am struggling to make things work

Aversion to ‘charity’ 22
Pride and negative perception of ‘charity’ and assistance may be
a barrier to business owners accessing further support.

Will my business be ok?
As new cashﬂows and expenses come in, I either begin to
feel relief or I still feel pressure to make ends meet.

I do not seek any ﬁnancial assistance

Disaster Awareness and Preparedness
Having lived through a natural disaster, there is likely a
higher level of disaster awareness amongst the community.
People may be prompted to take steps to prepare for future
events, however by the time a sense of normality is restored,
people are likely exhausted, and the initial impact of the
event has subsided.

Business is sustainable
The business is in ﬁnancial hardship

Financial Assistance

Local business owners may ﬁnd they have to have
to deal with complexity of ﬁnances both at home
and at their business.

I recognise the need for ﬁnancial assistance 22
I realise now that I can't do this on my own and I'll have to seek
support.

Refer to Residential Journey Map

The TCP Queensland Chapter is a group of organisations who operate
within Queensland and come together to collectively build a system
that supports all people. They recognised the strength of the
Queensland community in responding to natural disasters and
embraced the opportunity to work collaboratively on this project and
hope these ﬁndings are useful for organisations across Australia.

Social Inclusion and Community Networks
New bonds may have been forged during the crisis, creating
stronger networks and a sense of community, however
mistrust in service providers and people leaving the area due
to fear or hardship may erode this new-found sense of
community. The isolated and socially excluded may be
particularly at risk of vulnerability.

I'll be able to continue the business
I feel comfortable and in control of by
business ﬁnances and begin to look
towards the future.

Second weather event
Conditions may escalate bringing a second
wave of impact and further destruction.

I search for ﬁnancial assistance 22
I look into the ﬁnancial assistance options available,
i.e. grants, small business recovery centre.

I apply for and receive ﬁnancial assistance 22
I access assistance programs through government,
NGO's and ﬁnancial institutions.

I look to cut unnecessary expenses if I have to 23
I've held oﬀ as long as I can, but I need to cut expenses,
which may mean reducing staﬀ hours or letting staﬀ go.

My business is struggling
Business running costs and outweighing revenue and
resources.

I close the business

Health and Accessibility
A person's health and wellbeing prior to and during a
disaster may also impact their experience. Particularly, those
with medical or accessibility needs may face barriers and
challenges to accessing healthcare and other services along
the disaster journey.

Health, Mental and Emotional Wellbeing
Amidst the complexity of the journey, people's mental and
emotional health often gets overlooked or deprioritised. Often
mental health comes to the forefront around 6-12 months after
the event, once the sense of crisis resides. PTSD can have
negative eﬀects on residents and businesses alike.

Please note:
People may present with more than one of these factors,
however just because someone presents with these factors, it
does not necessarily mean they are less resilient or more likely
to experience vulnerability. These factors are inﬂuenced by the
level of inclusiveness of the ecosystem pre-disaster.
Organisations need to be ﬂexible, understand how these factors
intersect with one another and understand their role in
ensuring that these risk factors don’t adversely aﬀect anyone’s
ability to represent their interests, make their own decisions
and build their own resiliency.

Emotions
Emotional Experience

The complexity of each journey warranted splitting
of the one holistic journey into two by the researchers:
one for residents and one for local business owners.
This decision was made because business owners go
through a unique set of challenges as they experience
a natural disaster event as a resident as well as a local
business owner.

The journey maps can be used in a variety of ways,
including:

A representation of the range and intensity of emotions experienced along the journey
as expressed by people interviewed. The emotions are mapped according to the direct
quotes from community members featured on the map. As every person's journey is
unique, this does not necessarily represent everyone's emotional experience.
Anger

Happiness

Fear

Adrenaline

Sadness

Quotes

We had a week of very heavy rain. We were very excited at the
beginning because of the drought, then in the middle of the
week we were thinking, when is it going to stop?

Direct quotes taken from the interviews that illustrate their thoughts and emotions.

Communications

1

How local business owners reported accessing key information
to help guide them through critical steps in the journey.

Services

1

2

Council; Police; Military

2

Text messages from Council; Police and Military door
knocking; Bureau of Meteorology (BOM); News; Social
Media

Council; Police; Military

I sat down with my wife, ‘Are we going to close the store? Are our
staﬀ perceived to be in danger?’

We just bought the business and moved here. We don’t even
know anyone in Townsville, even now really. We didn’t call
anyone.

Friday night they dropped oﬀ the sand bags. We thought we better
put the sand bags down, but by the time we had put them down
the water was already going over the top. We started to lift things
up oﬀ the ﬂoor, what we could.

Text messages from Council; Police and Military door
knocking; Bureau of Meteorology (BOM); News; Social
Media

3

5

Weather apps, TV and Radio News Media, Emergency
Services; Phone and emails from staﬀ and neighbours;
Social Media

3

Council; Police; Military

3

I monitor the situation - I need to decide to close the business or
stay open

We were stuck here for 10 days. We were running two generators
upstairs so we had power 24/7. We had our fridge up stairs working.
No one had any food in the hotel, so we had to feed everybody.

Word-of-mouth; Business community/ Shopping precinct meetings

Weather apps; TV and Radio News Media; Emergency Services;
Phone and emails from staﬀ and neighbours; Social Media

6

5

Emergency Services; Ambulance; Military

6

Military; Small Business Recovery Centre; Government; Council;
Queensland Rural and Industry Development Authority (QRIDA)

5

I'm trapped with customers or staﬀ - I bide time

6

I confront the aftermath - How quickly can I reopen?

I was taking care of patients at the evacuation centre, thinking my
house was ﬁne. I got a call from my friend saying my house will be
ﬂooded. I needed to get home to my wife and kids, so I got an
emergency services truck to take me as far as they could.
8

Postal services; Insurers; Local and online suppliers

8

I need to replace the equipment and stock that was destroyed

I lead a busy life, I have been in the military, but nothing compares
to the type of decision-making that I had to make in the weeks
following the ﬂoods, the type of fatigue I had was unbearable.

There was a young girl whose water broke on the Saturday, the
ambulance services came for her while we all stayed put in the hotel
rooms.

10

Insurers

11

Phone calls; News; Social Media

12

Word-of-mouth

Small Business Recovery Centre; Council

10

Insurers; Electricians; Energy provider

11

Military; Volunteer crews; Council; Cleaning Services

12

Insurers; Network of business owners; Small Business
Recovery Centre

9

I need to decide if I am going to rebuild the damaged premises or
move to a new location

10

Is it safe to restore power?

11

I need to clean-up and dispose of the rubbish

12

I need to decide if I am going to DIY or hire tradespeople

I was just diagnosed with chronic fatigue, I was struggling with
repercussions from a surgery gone wrong, and then the ﬂood hit and I had
to clean 18-hrs a day. We had so much rubbish, the council and my soccer
club was helping me take stuﬀ to the dump, but it got overwhelming.

At that time we didn't realise we had no ﬂood insurance. It wasn’t
until two weeks later that I hadn’t heard from my insurance, so I gave
them a ring and they told me we had no ﬂood cover.

One of our employees got hit bad. I want to send a message to the
lads [employees] that when things are down I'm not going to send
you to the wolves.

Word-of-mouth; Business community/ Shopping precinct
meetings

9

9

14

It might be a country boy thing, but you don’t ask for help too often. It
took me 6 months to think, "No, stop being proud and ask for help."
I’ve been in business 30 years and had never needed help.

We couldn't stop paying rent, we have a 6-year lease we were
locked into at the shopping centre. Meanwhile, my insurance
broker is telling me I haven’t interpreted my coverage
properly. I took out comprehensive, but I don’t have ﬂood?!

QRIDA was at the ﬁrst business community meeting, they set up a
business recovery centre, so you could go there and talk to someone
about ﬁnances and support available. If someone rang me I would
tell them to go talk to the centre.

We got a quote from an electrician who we knew from
Mackay, he did our electrics for $3000, when all the
companies here quoted $6000.

I was in bed for 7 hours but only sleeping for 3 hours a night. When
you are trying to stay aﬂoat and manage, you get a bit of
something done, then you would have to go to the bank to get
some information, you hit a hurdle and then it sets you back.

Insurers; Word-of-mouth

15

Word-of-mouth

14

Insurers; Tradespeople

15

Small Business Recovery Centre

16

Small Business Recovery Centre

17

Insurers; Ombudsman; Australian Financial Complaints
Authority (AFCA)

18

Insurers; Electricians; Hydrologists; Contractors; Energy
provider

14

I need to secure tradespeople

15

Reconstruction gets underway

16

I need to get open!

17

I check my insurance status - I make a claim - I am alarmed to ﬁnd
out I am not insured for ﬂood! - I dispute with the broker

18

Assessment of damage is performed - I receive quotes / scope of
works - My claim is declined - I dispute the outcome - I accept the
outcome

It was my daily job to ﬁnd out whether I was being
manipulated, ﬁghting and arguing with the insurance
companies, the assessors. That was really traumatising.

Positive Impact on Resilience

1

I have awareness of a weather event

2

Equipment is raised high enough oﬀ the ground.

Business has an existing ﬂood awareness due to
previous experience.

The positive behaviours, attitudes and events among
small business owners, community and service providers
that may strengthen resilience in a time around a
natural disaster.

I act and prepare

No customers or staﬀ are present

Community support and supplies arriving from emergency services.

Being able to get to the business while it is closed allows
for last minute preparation.

Police providing updates and advice.

Staﬀ are able to help with the preparation.

Business has heavy rain protocols and plans to
follow.

4

Ability to reopen in a limited capacity.

Having emergency generators to maintain power.

Sandbagging preparedness.

Community members volunteering to help move things.

Heavy rain protocols and plans to follow.

Some people who experiences medical emergencies while trapped
found the Ambulance Service very responsive.

Capacity to continue to work from home (if home is unaﬀected).

Phone networks remain online meaning people can stay connected.

I need to attend to my staﬀ

Ability to shift business activities to a second business location that
was not impacted as heavily.

Employers committed to continuing staﬀ wages, even if the business
has to remain closed.

Neighbouring businesses begin to share their stories and information
helping a business owner understand where to go for assistance.

Flexibility to allow staﬀ to attend to their own impacts felt at home.

Ability to conduct work activities from home.

Ability to relocate staﬀ to another business location not impacted.

Delegating the coordination of the rebuild to a manager may enable
the business owner to focus on the management and recovery of their
business.

Neighbouring businesses begin to share their stories and
information helping a business owner understand where to go for
assistance.

Phones remain charged / satellite phone on hand.

Phone networks remain online meaning people can stay connected.

Having fridge and ample food to sustain those who are trapped.

Ability to consult with a trusted advisor for guidance.

7

Hiring a skip bin was easy, especially if it was arranged early.

13

Many people valued being part of a network of business owners who
are in the same situation sharing information and advice throughout
the rebuild process, i.e. details of trusted contacts.

Being able to pay staﬀ willing to help with clean-up.
Council provided stations for people to access cleaning products.

Many people found the Small Business Recovery Centre a great source
of advice and assistance.

Huge community support to help with the clean-up.

I going to do a DIY rebuild
People who had trusted contacts with trade skills found it
easier to get assistance with building works.

Flexibility to seek an alternate tradesperson if they are not meeting
client needs.

People who were able to carry out clean-up and repairs
themselves were generally able to re-open sooner.

People with trade expertise or trusted industry contacts may have a
better understanding of what a fair and reasonable quote/scope of
works is.

IT company restoring connectivity in the premises free of charge.

Businesses large and small that are open sooner support community
recovery by providing goods and services, with some even oﬀering free
services.

Small Business Recovery Centre providing advice, access to ﬁnancial
assistance and other support including temporary work spaces,
connections to ﬁnancial counsellors and business mentors.

Local councils hold information sessions for business owners.

Contacting insurance broker early gets claim process started. This may
reduce delays for the business and assist insurers in managing high
claim volumes.

Some businesses that relocated found the new location better suited
their needs.

Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

Some business owners were inspired to oﬀer mentorship to business
owners impacted by the Black Summer bushﬁres.

19

I need to asses my business revenue

Some insurers allow people to source their own quotes, giving people
the ﬂexibility and assurance of relying on trusted contacts.

21

Word-of-mouth; Community and Council-held meetings

22

Banks; Council; Government; NGO’s; Small Business Recovery Centre; QRIDA;
Business community groups, i.e. shopping precincts

21

Banks; Council; Government; NGO’s; Small Business
Recovery Centre; QRIDA; Business community groups, i.e.
shopping precincts

22

Small Business Recovery Centre; QRIDA; Accountants;
Government; NGO’s; Townsville Multicultural Support
Group (TMSG)

24

20

I need to assess the costs to the business

21

How much ﬁnancial pressure am I feeling? – Aversion to ‘Charity’

22

I recognise the need for ﬁnancial assistance - I search for ﬁnancial
assistance - I apply for and receive ﬁnancial assistance

23

Some suppliers and service partners are oﬀer ﬂexibility in payment arrangements.

Ability to work from home or transfer staﬀ and
operations to another business location i.e. an alternate
franchise, may minimise business disruption and impact
to revenue.

1

I have awareness of a weather event
Business owners may not be aware of potential severity of
ﬂooding and do not take steps to prepare or monitor weather
updates.

2

I need to prepare
Sandbagging is time intensive.
Business is inaccessible due to road closures.
Water coming up too quick to be able to prepare.

Some people disregard warnings, they are used to heavy rains
and assume the situation won't escalate.

Equipment is too heavy and bulky to lift oﬀ the ground.

Business decision-makers are oﬀ-site so unaware of conditions
occurring around the business.

Health & safety issues asking staﬀ to lift heavy
equipment.
Loss of power hinders the ability to make preparations.

3

I monitor the situation - I need to decide to close the business
Family takes priority so those impacted at home may be unable to tend
to their business.

4

No customers or staﬀ are present
Some owners may put themselves at risk to access and prepare
their business i.e. traveling through ﬂood waters.

5

I'm trapped with customers or staﬀ - I bide time
Some people experienced gaps in responsiveness from emergency
services.

Staﬀ may be personally or unable to get to work due to ﬂood waters.

Some vehicles written-oﬀ by ﬂood.

Perceived danger to staﬀ commuting to / from work.

Some people couldn't access extra sandbags needed to continue
defending against the rising waters.

Some confusion regarding the reliability of information may complicate
decision making.
Decision to volunteer my services at evacuation centres (i.e. medical
services) means I may be distracted from an escalating situation at
home and at my business.

Airports were closed so visiting customers could not evacuate.
Some lack functioning toilets and showers for extended periods.
Some decide not to evacuate because pets will have no place at
evacuation centres.

6

I confront the aftermath - How quickly can I reopen?
Inability to access the business may result in increased damage due
to mould and contamination.

7

I need to attend to my staﬀ
Staﬀ homes and residences may be aﬀected so they can’t return to
work.

Business premises and equipment have been destroyed but
business owner lacks insurance or is not covered for ﬂood.

Staﬀ vehicles may have been written-oﬀ in the ﬂood, making it more
diﬃcult for them to get to work.

Loss of equipment.

Business closures may leave staﬀ without secure income or
employment, potentially leaving them more vulnerable to ﬁnancial
hardship.

Inability to reopen may freeze any business revenue or income
being generated.
Some people may not have local business and social connections
they can look to for advice and information (i.e. new business
owners that have just moved to Townsville).

Continuing to pay staﬀ wages despite business closure may be a
source of ﬁnancial stress for business owners.

8

I need to replace the equipment and stock that was destroyed
Expensive equipment is often leased i.e. photocopiers, X-ray machines.
Some people were billed for the full cost of damages incurred by the
ﬂood and perceived companies did not make allowances for the
disaster event.

9

I need to decide if I am going to rebuild the damaged
premises or move to a new location
Inﬂexible property leases may constrain the business in
reopening at the same location. It may be too expensive to
break the lease.

Some small and home-based business owners were unsure of the
insurance options available or how to access them.
Many people lack the mental bandwidth to take an inventory of
damage with photos, which will eventually help with insurance claims.
Air-conditioners may be destroyed hampering the ability to dry things
out and keep cool.
Some people may be unsure what can be salvaged and what must be
throw away due to contamination.
Replacement of stock may be delayed due to road closures or because
suppliers have been impacted by the ﬂoods.
Furniture and other equipment is in high demand, local stock may be
limited and there may be long delays and additional costs incurred
when ordering online.
Loss of important documents, such as invoices, can create diﬃculties in
following up on those invoices or securing stock ordered.
Postal service disruption may cause additional delays in receiving
required business equipment and stock.

Is it safe to restore power?
There may be delays in insurance assessments which in
turn delays electricians beginning work and the
commencement of repairs / rebuilding.
The longer a business is without power, the more
substantial the damage that may occur from
contamination, mould, etc.
Some people are uncertain around processes for safely
turning oﬀ and restoring power in a disaster event, i.e.
who to contact, how to ensure safety in the interim.

11

I need to clean-up and dispose of the rubbish
Delays to bin being collected pose a health concern.
Potential emotional trauma of seeing valuable tools and business
equipment decaying in a skip.
Clean requires resources, which can’t be recuperated by the business.
Adrenaline and a sense of crisis may cause some to neglect safety
precautions.
Potential OH&S concerns around staﬀ assisting with clean-up.
Once wet mud and sewage dries it is incredibly diﬃcult to remove.
Fear mongering on Social Media about disease and infection may lead
to strain on cleaning and medical supplies and the healthcare sector.
Cleaning products are unavailable at stores and stations due to high
demand.
Some cleaning services are perceived to be taking advantage of the
situation by telling businesses they have to go to extra (and more
expensive) measures to remove contaminated ﬂoors and equipment.
Existing health conditions may pose challenges or prevent people
taking part in the clean-up process.

12

I need to decide if I am going to DIY or hire tradespeople
If an insurance claim is declined, delayed or there is a dispute with the
claim, this may delay commencement of rebuilding / repairs.
Delays in starting the rebuild may in turn delay the business re-opening
and limit capacity to make revenue.
Business owners making decisions on the rebuild, while also managing
business decisions may be overwhelming.
Business owners who are also navigating rebuilding / repairs at home
may have limited bandwidth to address business repairs.

13

I going to do a DIY rebuild
Some people may feel they have no option but to undertake works
themselves as they are unable to hire a tradesperson, i.e. they were
not insured, they cannot ﬁnd one due to high demand.
If a build costs more than $11k, then a license is required.
Performing work without a license may make obtaining insurance in
the future more diﬃcult.

14

I need to secure tradespeople
Some businesses perceived that their tradespeople showed
insensitivity to the extreme nature of the situation.
Some people were frustrated by a lack of ﬂexibility to change
tradespeople who were provided by insurance company.
Perception that some tradespeople under-quote to beneﬁt insurance
company.
Perception that some tradespeople over-quote to take advantage of
the situation.
Perception that some out of town tradespeople / unlicensed
tradespeople may be taking advantage of the situation.
Due to the demand for work, there is a shortage of tradespeople
available.
Diﬃculty in securing tradespeople may delay reopening, which results
in loss of revenue.

15

Reconstruction gets underway
Some business owners require approvals (i.e. design drawings) from
the head oﬃce of a franchise or a shopping centre, which may lead to
delays in commencing rebuild / repairs.
Diﬃculty sourcing particular materials may be a barrier to timely
completion of repairs.

16

I need to get open!
If in a temporary business premises / new location, space may not be
suitable to be able to oﬀer full range of services.
New location may not have the same foot traﬃc / visibility as the
previous location.
Some investors/funding bodies were perceived to be inconsiderate in
failing to accommodate for the impacts of the ﬂood on KPI's, which left
businesses uncertain if their funding would be continued.

17

I check my insurance status - I make a claim - I am alarmed to ﬁnd
out I am not insured for ﬂood! - I dispute with the broker
Some business owners were shocked to ﬁnd that ﬂood insurance was
not included in their policy, despite their understanding that they had
chosen the most comprehensive level of cover.
Some perceive ﬂood insurance to be unaﬀordable for small businesses.
Some business owners felt it was worth the risk not to take out
insurance for a 1-in-100 year event due to a perceived lack of
cost-beneﬁt.

Equipment that was salvaged from the ﬂood may not begin to show
signs of damage until months later. Some people had diﬃculty claiming
on this damage as it could not be directly attributed to the ﬂood.

Some are frustrated and upset, perceiving their broker may have been
negligent in informing them about exclusions in their policy.

Some businesses are able to reopen, but still face challenges replacing
equipment and restoring full business functionality.

Some have diﬃcult relationships or with their broker or perceive them
as diﬃcult to communicate with.

Once open, revenue may be down due to temporarily reduced
services/business oﬀerings or a reduction in customers.

Business owners often don't have the mental bandwidth to take
inventory of damages with photos to assist with insurance claims.
Choosing to take litigation action against an insurer or ﬁnancial
institution may take huge emotional, mental and ﬁnancial toll on the
business owner.
Some business owners perceive that there are few avenues for them to
self-advocate against large ﬁnancial institutions.
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Assessment of damage is performed - I receive quotes / scope of
works - My claim is declined - I dispute the outcome - I accept the
outcome
Many business owners experienced disputes over which damages they
were insured for despite that they were all a result of the same weather
event. Some were confused and frustrated by technicalities such as the
distinction between rain, stormwater and ﬂood damage delaying
resolution to their claim.
Some people lacked conﬁdence in their insurance assessor as their
perceived they lacked local knowledge and understanding of the ﬂood
event.
Power restoration may depend on coordination between insurers and
electricians. Commencement of works may depend on claim approval.
Ongoing disputes and declined claims may make increase the
likelihood of a business experiencing ﬁnancial hardship.
Some people perceived that their insurer under-quoted them, which
left them exposed to unforeseen expenses discovered as restoration
begins.
Delays in insurance claim outcomes may leave business owners
uncertain as to whether they are able to seek government assistance as
an alternative.
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I need to asses my business revenue
Business closure may halt all revenue but many
overhead costs must still be met.
Outstanding invoiced can be diﬃcult to chase up. This
was further impacted by the time of year of the event
(just after the festive / holiday season where many
businesses are closed).
Once open, revenue may be down due to temporarily
reduced services/business oﬀerings or a reduction in
customers.
Temporary closure of not-for-proﬁts may impact
eligibility for future funding.

Some business owners reﬂected that ﬁnancial assistance may be better
received and accepted if messaging was focused on the role of
businesses in contributing to community recovery.

Many people valued being part of a network of business owners who are in the same
situation sharing advice around managing their business ﬁnances i.e. sharing
contacts of small business mentors and ﬁnancial counsellors.

Sole traders may be further impacted by the closure of
businesses they supply / service.
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I need to assess the costs to the business
Existing invoices I need to pay may include stock or other services I can
no longer utilise.
Existing loans may be for renovation of a premises prior to the event
that is now destroyed.
Many small business owners were unaware of assistance and ﬁnancial
relief programs available to them from essential services and ﬁnancial
institutions.
Additional disaster related expenses include replacement of stock,
cleaning services and reconstruction costs.
Businesses who weren't insured for ﬂood damage may be more likely
to experience ﬁnancial hardship.
Continuing to pay staﬀ wages despite business closure may be a source
of ﬁnancial stress for business owners. Small business grants could not
be used to cover this expense, and insurance for this propose was not
seen as aﬀordable.

Supporting staﬀ ﬁnancially and to a degree, emotionally, is a for many
business owners, they generally avoid reducing staﬀ hours or letting staﬀ
go until they feel they have no alternative.

Some banks and essential services provide ﬂexible payment
arrangements meet business owner needs.
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Some business owners were inspired to oﬀer mentorship to
other business owners in the area as well as some who
were impacted by the Black Summer Bushﬁres.

The Small Business Recovery Centre oﬀered assistance to some
business owners who experienced challenged completing grant
applications.
How much ﬁnancial pressure am I feeling? – Aversion to ‘Charity’
Some business owners recognised that feelings such as pride and
shame were barriers to them seeking assistance that they perceived as
'charity'.
Many business owners are reluctant to access available assistance due
to the mentality that 'others are worse oﬀ'.
Many business owners relied on their personal savings and
investments to support their business post disaster. Some experienced
guilt or shame at drawing on their family's ﬁnances or accepting oﬀers
of ﬁnancial assistance from loved ones.
Business owners may have to make the diﬃcult decision to let staﬀ
members go, meaning that employees and their families may be more
vulnerable to experiencing ﬁnancial hardship.
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I recognise the need for ﬁnancial assistance - I search for ﬁnancial
assistance - I apply for and receive ﬁnancial assistance

How am I doing ﬁnancially?
Community members making a conscious eﬀort to support
local businesses (i.e. by shopping locally) assisted in the
recovery of the local economy and business community.

TMSG assisted some culturally and linguistically diverse community
members with grant applications for their businesses.
Some business owners encouraged others in the business community
to apply for grants and shared their own positive experience.
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I look to cut unnecessary expenses if I have to

State and Federal grants were made available quickly after the disaster
event.

Providing staﬀ with consistent income wherever possible may be the cause of
ﬁnancial stress for some business owners, but the long-term beneﬁts of maintaining
their skilled and dedicated workers are generally seen to outweigh short-term
impacts.
10

When people were saying, we will bounce back in six months, you
look at the numbers, there are 4000 homes yet to be rebuilt. That’s
not 4000 people, that’s 4000 families.

Word-of-mouth; Small Business Recovery Centre

Most business owners were aware of the QRIDA grants available and
many found they met their needs and were accessible.

The Small Business Recovery Centre was a great source of advice and
support (both ﬁnancial and non-ﬁnancial) for many businesses.

The Small Business Recovery Centre was a great source of advice and support (both
ﬁnancial and non-ﬁnancial) for many businesses.

Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

Government hold information sessions for local business owners.

The negative behaviours, attitudes and events among small business
owners, community and service providers that may weaken resilience
in a time around a natural disaster.

Forming an advisory group of trusted professionals (i.e. a Facebook
group) as a sounding board for business decisions may lighten the
mental load during the rebuild and recovery journey.

Some banks and essential services provide ﬂexible payment arrangements meet
business owner needs.
Meetings of business in a shopping precinct helped to distribute information,
establish active support networks and build a sense of community.

Small Business Recovery Centre providing oﬃce spaces for people
to work in.

Negative Impact on Resilience

You should go and talk to the cafe down the road, they
still haven’t opened yet.

Word-of-mouth; Community and Council-held meetings
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Ability to remain open keeps revenue coming in and
support the community recovery i.e. staﬀ maintain a
steady income, good and services are available to
community members, business contributes to local
economy.

Prompt visits from assessors and contractors provides conﬁdence that
work will get started soon.

Some business owners found their broker was extremely helpful in
liaising with the insurer and managing the rebuild process on their
behalf.

Flexibility in breaking lease enables people to consider relocation.

Proactive Small Business Recovery Centre arrive at shopping
centres and business owner meetings to disperse information and
oﬀer access to assistance.

Military stopping by to check on people and assist with evacuation if
necessary.

People with generators were able to start the clean-up
and restoration process without dependency on mains
power and approval on their insurance claim.

Neighbouring businesses begin to share their stories and information
helping a business owner understand where to go for support.
Proactive Small Business Recovery Centre arrive at shopping centres
and business owner meetings to disperse information and oﬀer access
to assistance.

There are still people who owe our business money since before the
ﬂoods, and now they can't pay that.

It was brilliant for the ﬁrst few weeks being open again; no one
had been able to buy our food for 7 weeks, so they were happy
to get it again. But you did notice some old customers never
returned.
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The services local business owners reported accessing or
having interactions with along their journey.

Journey References

An end-to-end journey map is commonly used by an
organisation to understand the experience of their
customers or clients, such as purchasing and using a
certain product. The Disaster Planning and Recovery
Collaborative Research Project is unique because it
mapped the experience of people during the disaster
across multiple organisations to build and understand
the experience from a holistic point of view.

Flood Journey

3. End-to-End Journey Maps

• The home-printer or online-workshop-friendly files allow relevant sections of the journey maps to be printed
on A3 paper or presented in a side-show. These are ideal for online workshop settings and people wishing to
focus on a specific section or phase of the journey. They are also an easy alternative for people without access
to a large format printer.
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I look to cut unnecessary expenses if I have to
The decision to reduce s

Some business owners wished to dispute their insurance claim, yet
they were of the understanding that some government grants
required them to prove they are unable to claim insurance.
Some business owners found the grant applications too long and
complex and had diﬃculty completing it.
Business owners without strong connections in the local business
community or trusted advisors (i.e. some home-based
micro-enterprises and sole traders) may have reduced awareness of
the grants and assistance available to them.
Continuing to pay staﬀ wages despite business closure may be a
source of ﬁnancial stress for business owners. Small business grants
could not be used to cover this expense, and insurance for this
propose was not seen as aﬀordable.
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How am I doing ﬁnancially?
Many businesses noted the true ﬁnancial impact of the disaster event
wasn’t felt until long after (generally 9-12 months post) as they adjusted to
the ‘new normal’ post disaster. Business owners may be left without
assistance if grants and ﬁnancial programs do not take this time-frame into
account.
Business loans and other expenses that were suspended to provide
ﬁnancial relief must resume, which may cause additional ﬁnancial stress.
A downturn in the local economy following the disaster event may be a
barrier to the ﬁnancial recovery of local businesses.
Many business owners did not feel the need to engage with psychological
support services until 9-12 months after the disaster event, as their mental
health was overlooked amidst the complexity of their journey.

You can access the ourney map for use be ow
Screen fr end y vers on
Pr nt ready vers on (for arge format pr nt)
Home-pr nter vers on
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How to read the journey map

Residential Journey Map

Stages

RESIDENTIAL JOURNEY MAP
Disaster Planning and Recovery
Collaborative Reseach Project

How to read the journey map

Life Before

Weather Warning

Disaster Impact

Aftermath

First Year of Recovery

Long-term Recovery

The period of time before any weather warnings are issued.
People's life circumstances and their level of disaster
preparedness may vary greatly. Several of these factors,
and their potential impacts on resilience are detailed below.

Oﬃcial warnings have been made public, but
community members' responses may vary. Most
people take notice of a signiﬁcant weather
event, but may not perceive a threat.

The community as a whole responds to the now
immediate threat of the disaster. Personal and
family safety takes precedence.

Each member of the community is confronted by,
processes and evaluates the damage that was caused
by the event. Connection and community networks are
key in the early recovery phase.

Challenges and set-backs are experienced as the
community tries to rebuild and regain normality.

Readjustments have been made to achieve a level of
normality. People may be working through grief and
trauma of the event and many still have ongoing
challenges. Life goes on with a diverse set of
circumstances described below.
Extra expenses
Needing to move multiple times
increases costs of moving possessions.

Lifestyle, Home and Family Situation
People's living and family situations are diverse, often complex
and may evolve rapidly. Maintaining a close family and friends
network, raising dependent children, renting an apartment or
owning a home, and navigating a separation or diﬃcult
relationship are just a few examples. Any combination of
lifestyle factors can impact a persons journey through a disaster
either positively or negatively.

Project
The Thriving Communities Partnership (TCP) is a cross-sector
collaboration with the goal that everybody has fair access to the
modern essential services they need to thrive in contemporary
Australia, including utilities, ﬁnancial services, telecommunications and
transport. Thriving Communities Partnership aims to build more
resilient communities and stronger organisations.

Family / Friends / Acquaintance's home

Evacuation centre
As long as they remain open for me to stay.
I need to seek emergency accommodation
Unable to return to my old place of residence, I am looking for a
place I can reside in until I get something more long-term.

Financial Inclusion, Wellbeing and Resilience
A person's ﬁnancial situation including access to a bank
account, savings, and their ability to meet day-to-day expenses
may impact their journey through a disaster event. Other life
events such as the birth of a child may change a person's
ﬁnancial situation suddenly. Having a ﬁnancial buﬀer or funds
for a 'rainy day' was seen to positively impact disaster resilience.

As part of the ﬁrst phase of this project, TCP and partner, Symplicit, a
customer-centred innovation and design consulting ﬁrm, conducted
research and analysis to understand and map this journey.

My home is unlivable

Taking a people-centred approach, this project seeks to evaluate the
support currently provided by organisations across sectors around
severe weather events, and how people engaged with it, from
preparation through to recovery. Ultimately, the purpose of this project
is to identify opportunities to provide tangible, actionable,
cross-industry and cross-sector improvements to support people
impacted by disaster in accessing tailored support.

Macroeconomics
The strength of the local economy prior to a disaster is likely to
impact community recovery and resilience. A strong economy
will assist with access to goods, services and cash reserves to
aid recovery, yet a weaker economy may struggle to absorb the
impacts to the disaster and become further eroded.

I need to seek long term accommodation
Unable to return to or continue living in my old place of
residence, I look for something I will be able to call home,
while my house is rebuilt or I replace my old home.

I need to reconcile the old rental property
As a tenant, I need to sign a form to release me
from my previous lease.

I secure a rental
I ﬁnd a suitable replacement place to live.

I need to move
I organise my things to be moved into the place where I will live.

Replacement home
I am able to settle into a new home or long-term rental.
Is it safe to restore power?
I need an electrician to 'make safe' and restore power
in order to begin to clean-up and rebuild. I’ll get this
organised through an electrician or let the insurance
company handle it.

I need to decide if and when I can return to my home
Based on the condition of my home, I determine whether
I am able to return to my home immediately, eventually,
or I need to leave it behind.

My home is livable

The map is directly informed by 20 contextual community interviews
held in Townsville between February 3 - 7, 2020, a year after the
disaster occurred.

I need to relocate
I may need to relocate due to new threats,
strains on resources, unsuitability, or to join
with separated loved ones.

Digital Inclusion
A person's digital access and capability may inﬂuence a
number of other factors including their ability to access
community support, receive/access information and manage
their ﬁnances, all of which may impact their journey through
a disaster.

To read this map, follow the steps along the journey map from left to
right, using the arrows to guide you along. At some steps the journey
may diverge indicating alternate scenarios or multiple steps occurring
at once as time progresses to the right. The major phases of the
journey are illustrated at the top of the map.

I live in my damaged home while
restoration takes place

Do we have power?
Having power is key to enabling clean-up
and rebuild to begin.

Financial Inclusion, Wellbeing and Resilience
People may have regained ﬁnancial stability, however new
ﬁnancial challenges may begin to emerge. Following the ﬁrst
12 months of the disaster: Reduced rents are raised; Bill
extensions end; Loan payments begin; People are still
discovering unforeseen expenses that are a direct result of
the initial impact.

Return to old home
I am able to settle into my restored home.

I try to make do with my living arrangements
I am anxious about whether I can continue living here: Am I
coping with this situation? How long will this continue? What are
my options? How's my family?

Restoration Continues

I'm going to do a DIY rebuild

Macroeconomics
The community may be spending less as they continue to
recover from the disaster, which may discourage new
businesses from opening and cause existing ones to struggle.
The business-to-business economy may face challenges as local
supply chains are interrupted or discontinued, and international
suppliers lack consideration for aﬀected local businesses. New
businesses and residents may be reluctant to move to the area.

Rebuilding Accomodation

Second weather event
Conditions may escalate bringing a second
wave of impact and further destruction.

Possessions (including vehicles)
Vehicle Importance
My journey becomes more complex if the my car is
destroyed and I'll need to ﬁnd alternate transport i.e.
friends’ cars, public transport.

Important communications, services involved, negative and positive
impacts on resilience are presented at the bottom of the map and
correlate to a step or set of steps in the map. Use the footnote
numbers to cross-reference between the steps and the information
below.

Townsville

I monitor my accommodation situation
Feeling like I can't settle down, I keep asking questions:
How long do I have? What are my options? Is this working?
How's my family? Am I able to continue living here?

I arrive at a housing resolution
I am able to ﬁnd long-term, comfortable living arrangements or
I am struggling with ongoing challenges.

This map aims to provide a holistic visualisation of a residential journey
through the North Queensland Monsoon of February 2019. It brings to
life the experiences, interactions and emotions, as experienced and
shared by residents, that occurred before, during and after the event.

I need to clean my property
I need to remove silt and mould, dry out structures in
order to mitigate further damage, and remove
obstacles, so I can get on with the rebuild process.

I need to rebuild my property
Depending on my ﬁnances and the skills available in my
network, my home may be rebuilt in a few diﬀerent ways.

I need to store my possessions
Salvaged possessions need to be put into
storage until my home is restored / secured.

My possessions need to be transported home

I need to secure a tradesperson
This can be signiﬁcantly delayed if I have
issues with my insurance claim.

Tradesperson performs work at my property
Depending on the extent of the rebuild, multiple
types of trades may be required.

Assessment of damage is performed
I receive an assessment from my insurer's contractors
and begin to gauge quotes / outcomes.

I receive quotes / scope of works

I seek shelter
I make my way to a place where my loved ones and I can
seek refuge, considering my personal networks and kids,
pets and health / medical factors.
I need to evaluate my possessions
I sadly decide what is to be thrown away and
what is to be kept, also considering my vehicles.

Family / Friends / Acquaintance's home

Flood Journey

Who we spoke to

Temporary accommodation
Short-term rental agreements only.

Finding Accommodation

About the Map

Engagement with the Townsville community was conducted through 20
interviews: 12 interviews with general residents and 8 interviews with
residents, who were also small business owners. The participants were
representation of three community cohorts: people experiencing
hardship or vulnerability pre-disaster; people newly experiencing
hardship or vulnerability as a direct result of the disaster; and local
businesses operating in the region who have been impacted by the
disaster.

Lifestyle, Home and Family Situation
Settling into a new routine or home can be diﬃcult to adjust to,
while returning to a previous home can be a constant reminder
that you and your family may be vulnerable to another disaster.
Lifestyles may need to change due to new ﬁnancial or wellbeing
challenges.

I secure emergency accommodation
I move into a short-term solution so that I can at
least sleep and maintain hygiene.

Hotel accommodation

TCP's Disaster Planning and Recovery Collaborative Research Project
aims to map and understand the experiences people in the Townsville
community who were negatively impacted by the 2019 North
Queensland Monsoon disaster. This includes understanding who they
interacted with and their overall experience through these numerous
interactions.

Social Inclusion and Community Networks
A person's level of social inclusion may impact their journey
through a disaster event. Strong personal connections and
family/community networks are likely to increase one's
resilience and ability to recovery from a disaster.

I monitor the situation
I have become highly aware of the severity of the
situation, assess the safety of my area and check
in with my loved ones.

Cultural and Linguistic Diversity
People often have varying degrees of understanding of the
legal, societal and ﬁnancial systems in Australia, including things
like insurance, inﬂuencing their disaster preparedness and
resilience. CALD people with limited English may also face
additional challenges in navigating this complex journey.

9 x Female

Do we have power?
Having power is key to decision-making as it is an
important resource for safety and liveability.

I have awareness of a weather event
I become aware that there is a lot of rain and
hear ﬂooding is occurring.

I need to take action as I will be aﬀected
I realise I am going to be personally aﬀected. Road closures
keep me from work or work has closed; water is inundating
my property; I wake up with water under my bed!

I evacuate

I need to do some emergency packing
I grab essentials, sentimentals, or
whatever I can in a panic.

Hospital

I attempt to leave
I try to escape to a safer place with any mode of
transport I have available. i.e. car, boat, kayak, on-foot.

I need to decide to evacuate or stay
I need to make a decision whether it is safer to leave or stay.

I’m trapped

I act and prepare
I take steps to minimise impact to my home,
possessions and family well-being.

I monitor the situation
I'm highly anxious and I have lots of questions: Is this
shelter and its resources suitable for me and my loved
ones? How long will we have to stay here? How are the
kids? Are there any new threats I should be aware of?
What's happening to my home or loved ones not with me?

I'm rescued
Community members and emergency services come
to my assistance in unsafe situations.

The weather event is over!
Waters recede and there is conﬁrmation
that the conditions are improving.

I check my insurance status
I make contact with my insurer or I realise I do not
have appropriate insurance for my property and / or
possessions.

Remove ruined structures
Remove discarded possessions

I have insurance

Can I replace the possessions I lost?
I replace the possessions I have lost, including my vehicle.
This is a major ﬁnancial stress. Do I have the money?

I call my insurer

I dispute the outcome
I receive an outcome on my claim which
I am unhappy with, so I challenge it.

I submit a claim

Social Inclusion and Community Networks
New bonds may have been forged during the crisis, creating
stronger networks and a sense of community, however
mistrust in service providers and people leaving the area due
to fear or hardship may erode this new-found sense of
community. The isolated and socially excluded may be
particularly at risk of vulnerability.

My claim is declined
I receive a negative outcome
on my claim for the damage.

Disaster Awareness and Preparedness
Having lived through a natural disaster, there is likely a
higher level of disaster awareness amongst the community.
People may be prompted to take steps to prepare for future
events, however by the time a sense of normality is restored,
people are likely exhausted, and the initial impact of the
event has subsided.

I accept the outcome
I receive a positive outcome or I'm too
tired to keep challenging the outcome.

I don't have appropriate insurance
I wasn't informed about insurance inclusions or I was unable to
aﬀord it.

Disaster Awareness and Preparedness
Those who are alert to the potential of natural disasters, and
take steps to mitigate risk and prepare, are likely to be more
resilient. Preparedness may include stocking an emergency
kit, a plan to safeguard important documents, ensuring
house/belongings are raised out of ﬂood zone and
monitoring weather. These activities do not always aid
resilience and recovery however, as every disaster is unique
in its onset and conditions.

The TCP Queensland Chapter is a group of organisations who operate
within Queensland and come together to collectively build a system
that supports all people. They recognised the strength of the
Queensland community in responding to natural disasters and
embraced the opportunity to work collaboratively on this project and
hope these ﬁndings are useful for organisations across Australia.

I must discard my ruined possessions
I painfully look to discard things that cannot be
salvaged.

Insurance

Second weather event
Conditions may escalate bringing a second
wave of impact and further destruction.

Family
Preparations include buying food, supplies
and gathering clothes.

TCP Queensland Chapter

I need to clean and repair my things
I try to save the items I perceive to be of value
whether they are sentimental or functional.

I need to remove the rubbish
I need a place to discard things and then
have them removed oﬀ-site.

I confront the aftermath
I'm overwhelmed and anxious to assess the ﬂood
damage to my house / belongings / loved ones, and
other immediate impacts. If I am unable to confront
the devastation, I'll have loved ones assess the
damage on my behalf.

I bide time
I have stayed home or I’m stuck at home, and I spend
my time preparing for worsening conditions or create
a distraction from the conditions.

I stay where I am

House
Preparation includes sandbagging.
Possessions
Preparations include moving things to higher
positions, which includes vehicles.

11 x Male

I salvage the possessions I can

Evacuation centre

Finance
I need to assess my income situation
Has my income been aﬀected by the disaster?

I need to ﬁgure out what expenses I need to pay for
Are there new expenses I have to deal with as a result of
the disaster?

My income remains the same
i.e. payment package; full time / part time employment.

My regular expenses continue

My income situation changed
i.e. loss of income; reduced working hours.

Health and Accessibility
A person's health and wellbeing prior to and during a
disaster may also impact their experience. Particularly, those
with medical or accessibility needs may face barriers and
challenges to accessing healthcare and other services along
the disaster journey.

I have additional expenses due to the event

How much ﬁnancial pressure am I feeling?
I'm doing some calculations to get a clearer
picture of my ﬁnances.

I feel little to no pressure
I was fortunate to keep my salaried income and had
ﬂexible work arrangements. Plus my insurance helped
me replace my home, contents, and vehicle.

I re-evaluate my ﬁnancial situation
As income and / or expenses come in, I either begin to feel
relief or I feel mounting pressure to make ends meet.

I'll be alright
I feel comfortable and in control of my ﬁnances,
and begin looking towards the future.

I need to seek alternate / additional income
Health, Medical and Psychological Services
During their journey people and their loved ones may need to
access health, medical and psychological services, but their
needs may go unrecognised or unmet, as more immediate
needs take priority in the complex journey illustrated above.
Their regular GP's oﬃce may have closed due to ﬂood damage,
their doctor may be inundated with patients following the
event. They may not be aware of psychological support services
available, or refrain from using these services as there are
'many worse oﬀ than them.' This psychological stress can
impact on people's capacity to assess and process situations
and make informed decisions about issues that have long-term
impacts on their wellbeing.

I feel ﬁnancially burdened
I am not sure what to do... my income has been
disrupted, my vehicle was destroyed and I didn't have
home and contents insurance. I can't absorb all this
increased expenditure.

I look to where I can cut unnecessary expenses
I cut expenses where I can, so I can keep up with my
phone, energy and other bills. This might mean
reducing family outings, groceries and energy use.

Take out loans or borrow money from friends
and family
Alternate income, i.e. selling possessions
Search for employment

Please note:
People may present with more than one of these factors,
however just because someone presents with these factors, it
does not necessarily mean they are less resilient or more likely
to experience vulnerability. These factors are inﬂuenced by the
level of inclusiveness of the ecosystem pre-disaster.
Organisations need to be ﬂexible, understand how these factors
intersect with one another and understand their role in
ensuring that these risk factors don’t adversely aﬀect anyone’s
ability to represent their interests, make their own decisions
and build their own resiliency.

How am I doing ﬁnancially?
I may be experiencing some level of ﬁnancial stability
and security, my ﬁnances may be as they were before
the disaster, or I may be in ﬁnancial hardship.

I do not search for ﬁnancial assistance
I try to make ends meet by cutting back on
expenses and essential items. I do not
know about what support is available, or I
don't access it even if I do know about it.

I receive assistance from NGO's / community support

I search for ﬁnancial assistance 34
I realise I may be eligible for assistance and
start to search for programs available.

I apply for and receive ﬁnancial assistance 35
I access assistance programs through government,
banks and/or essential service providers.

I am going to struggle
I still struggle to make ends meet and I need to continue
searching for additional assistance or income.

My debt is growing
I am overwhelmed and cannot pay
for my bills or daily expenses.

I am ﬁnancially stable
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I am experiencing ﬁnancial hardship

Health, Mental and Emotional Wellbeing
Amidst the complexity of the journey, people's mental and
emotional health often gets overlooked or deprioritised. Often
mental health comes to the forefront around 6-12 months after
the event, once the sense of crisis resides. PTSD can have
negative eﬀects on residents and businesses alike.

Emotional Experience

Emotions
A representation of the range and intensity of emotions experienced along the journey
as expressed by people interviewed. The emotions are mapped according to the direct
quotes from community members featured on the map. As every person's journey is
unique, this does not necessarily represent everyone's emotional experience.

Quotes

This rain’s great, my garden is loving it! But the next day
my garden is being washed down the street.

Direct quotes taken from the interviews that illustrate their thoughts and emotions.

Communications
How residents reported accessing key information to
help guide them through critical steps in the journey.

Services

Text messages from Council; Police and Military door
knocking; Bureau of Meteorology (BOM); TV & Radio News;
Social Media

It was raining and I went grocery shopping. There was water
coming through the manholes. I thought it was unusual but I
kept driving. When I got to my street I couldn't get to my
house because of the water.

Going to an evacuation centre could have been an option
but we felt it was safer and appropriate to stay at home, if
we lost power it may have been diﬀerent.

We got some young kids to help us take some sandbags in the
house as quickly as we could.

Cyclone preparation day hosted by Council prior to storm
season.
Family, neighbours and friends sharing information about
ﬂood maps and evacuation plans.
I need to take action as I will be aﬀected
People have emergency kits / generators in place from
past cyclone experience or awareness.

I attempt to leave

Military and community volunteers come to help move
sandbags and heavy items.

Military, police and emergency services presence assists
with alternative escape guidance.

I monitor the situation
Phone networks remain online meaning people can stay
connected.

Ambulance Service; Hospital staﬀ

Red Cross; Emergency Services; NGO’s; Council

I'm rescued

Hospital

Evacuation centre

Assistance with emergency evacuation from community,
family and emergency services.

A place where people can access appropriate care for
medical and health needs.

Family, friends and neighbours call each other for support
and advice on steps to take.

Family / Friends / Acquaintance home

Community members and doctors volunteering their time
to assist.

Strong family, friends and community connections
increases options.

Generous donations providing essentials, i.e. mattresses,
sleeping bags, nappies, food.

Generosity and random acts of kindness from strangers.

In the panic of evacuating quickly, some people found it
diﬃcult to prioritise and decide what to take with them.
Sandbags and other heavy items are too diﬃcult for some
people to move.

Food and other resources may be depleted.

I monitor the situation
Despite rising water levels, some people feel conﬁdent it wont get
worse, and delay preparations/decision making.

I need to take action as I will be aﬀected

Conﬂicting information coming from social media channels dilutes
the severity.

Some people do not have time to make preparations
before impact of weather event hits.

Some people do not engage with or have access to digital
information such as online news.
There is often little time between when people realise they may be
impacted and when they must make a decision to evacuate.

I bide time
Uninterrupted phone and Internet services allow people
to stay connected, i.e. people are able to take photos /
videos and provide updates to family, friends and
neighbours.
People continue raising possessions above ﬂood levels.
Power / generators allow people to keep devices charged
and TV’s on.
Emergency radios keep news and information accessible
when power is not.

BBQ’s and community bonding provide a distraction.

People who are not Internet savvy receive updates from
friends and family monitoring conditions.

I act and prepare
Some sandbag collection points were inaccessible
locations, i.e. distance from town; closed roads.

Some people in impacted areas didn't receive text
messages.
Some people are unaware of the severity of the event.
They may not seek information online or do not have
access to broadcasted updates.

Some ignore weather warnings because in previous
events they were received but eventuated in a false alarm.

Luckily we had our friends with boats, and they came
and picked us up.

It was that bad, you could see the water had gone up to the
ceiling. It was full of mud and it was slippery.

I got to the evacuation centre and asked if I could have a mattress
to sleep on, they had a sleeping bag someone had donated and I
slept on the porch of the evacuation centre for a about a week.

Red Cross; Council; Family Emergency Accommodation
Townsville (FEAT); Word-of-mouth

Department of Housing; FEAT; Social Workers

We had black mould over our furniture which we had to
throw into the skip, but the skip sat on our lawn for the
next two months, our whole house was there rotting.

The hardest thing was losing birth certiﬁcates, and the
baby clothes and toys.

We had all sorts of volunteers show up to help clean. No one
oﬃcial; I was kind of coordinating everything. Everyone in the
neighbourhood was helping, my neighbour came and ﬂipped
the switches so we could have power.

The ﬁrst temp place we moved to had to be out of town I found out from
community organisation FEAT, and we were there for 7 weeks. I hired a
mover, that was expensive.

Once the asbestos has mould in it, it has to be removed, so
basically we had to gut the whole house.

Retailers; NGO’s; Good Shepherd; Employers; NDIS

Insurers; Electricians; Energy provider

Insurers; Council; Emergency Services; NGO’s; FED UP

Council; Tradespeople

I arrive at a housing resolution

Is it safe to restore power?

I'm going to do a DIY rebuild

People with generators were able to start the clean-up
and restoration process without dependency on mains
power.

I need to clean my property - I need to clean and
repair my things

I need to remove the rubbish

Quality tradespeople have undertaken repairs promptly
and professionally.

Overwhelming community support during clean-up, i.e.
people with large utes oﬀering to help people remove
rubbish oﬀ their property.

Ability to perform small renovations relieves demand on
tradespeople and may avoid delays.

Department of Housing; FEAT; Social Workers; Insurers

Before the ﬂoods, I slipped, I needed surgery on my elbow. I
only had enough to pay for medical expenses, but not enough
to pay for my wheelchair that got damaged in the ﬂoods. So
now I bump into the doorways because it’s hard to control.

The insurance company gave us $40k but the renovation costed
about $160k all up. It was just a year, of every other day arguing
with the insurance company.

The electrician from the insurance company was awful, so we
called the insurance company and said we don't want that
electrician on our property, and they sent another one.

Insurers

Insurers; Contractors

Insurers; Insurance ombudsman; Australian Financial
Complaints Authority (AFCA)

I have insurance! - I call my insurer- I submit a claim

Assessment of damage is performed - I receive quotes
/ scope of works

My claim is declined - I accept the outcome - I dispute the outcome

They just gave everyone in the ﬂoods $1000. Oh I could
buy a new fridge!

I did go to the doctor, who suggested a psychiatrist. I had to
come up with $500 on the spot. So I made a booking for a few
weeks time but canceled because I didn’t have the money. I
rescheduled a couple times but I didn’t have the money again.

I don't sleep very well, I get up three or 4 times a night.

I need to seek emergency accommodation

Family / Friends / Acquaintance’s home

Word-of-mouth and family/friend networks provide
information and guidance on where to go.

Generosity from loved ones and community members
oﬀering their homes.

I need to seek long term accommodation
Insurance company providing 12 months rental support.
Flexibility in allowing people to use rental support funds
the way they see ﬁt, i.e. buying a camper-van instead of
moving into a rental.

I secure emergency accommodation
Strong street presence of military providing transport to
evacuation centres increases awareness and access.

Some people's homes suﬀered minimal damage and it
could be repaired promptly without the need to lodge an
insurance claim.

Fast and proactive set up of evacuation centres provides
people with a place to go.

I need to secure tradesperson - Tradesperson
performs work at my property - I try to make do with
my living arrangements

Council provides stations for people to access cleaning
products.
Huge community support to help with the clean-up.
Community groups help with labour for free (Veterans
and 'FED UP').

Council providing skips and sending around clean-up
crews.

I need to replace possessions I lost
Community and family networks donating goods.
NGO’s distributing donated goods and oﬀering
assistance.
Retailers such as Big W and Bunnings donating
appliances.
Some landlords generously providing tenants with
furniture.

Flexibility to seek alternate tradesperson if they are not
meeting client needs.

Contacting insurer early gets claim process started. This
may reduce delays for the individual and assist staﬀ in
managing high claim volumes.
Some people who were able to safeguard documents
prior to the event (i.e. stored digitally, in waterproof folder
or with family), found the claims process easier/more
eﬃcient.

People with generators were able to start the clean-up
and restoration process without dependency on mains
power.
Prompt visits from contractors provides conﬁdence that
work will get started soon.
Some insurers allow people to source their own quotes,
giving people the ﬂexibility and assurance of relying on
trusted contacts.

People are satisﬁed with the outcome of their claim are able to accept it
and begin repairs/rebuilding, avoiding delays.
In some cases, cash settlements give people ﬂexibility to use funds as
priority expenses occur, i.e. acquire new belongings such as white
goods before the restoration begins.
Some tradespeople contracted by insurers worked with people during
the restoration process, going above-and-beyond to make design
changes or including features people desired.

My income remains the same - My regular expenses
continue - I feel little to no pressure
Those on salaries who are able to continue working or take
leave may experience greater ﬁnancial stability throughout the
recovery journey.
Flexible work arrangements and supportive employers enable
people to prioritise their family, attend to their personal
situation, begin home repairs, etc.

I attempt to leave

I'm rescued

Hospital

Evacuation centre

Road closures / ﬂood levels force people to abandon their
car or they do not have access to a car.

Emergency rescue vehicles and / or crew not equipped to best
support people with a disability.

Some hospitals do not permit carers, partner or children
to stay with a patient.

Some facilities are not accessible for people with a
disability, i.e. accessible showers may be available but not
ﬁtted with a standing hoist.

Some people's carers and support workers may be unable to
provide assistance as they are impacted themselves.
Important identity documents can't be located or are left behind.

Need to wade through high water levels.
Potential accessibility challenges for people with a
disability.
People who rely on power for medical reasons i.e dialysis
may need to act quickly and ﬁnd a place to go that has
power and suits their needs.

Necessary mobility aids and equipment may be left behind i.e.
electric wheelchairs.
Pets may be left behind.
Diﬃculty keeping family together.
Family / Friends / Acquaintance home
Home may be ill-equipped or inaccessible for health, medical and /
or pet needs.
Additional people in home may put strain on food and other
resources.

Government; Lifeline; St Vinnies; Red Cross; FEAT; Youth
With A Mission (YWAM); Good Shepherd; Churches

State and Federal Government; Council; Network Services; Bank

My income situation changed - I have additional expenses due to
the event - I feel ﬁnancially burdened

I search for ﬁnancial assistance - I receive assistance from NGO's /
community support

I apply for

It was a challenge with the ﬁrst week of school last
week. She remembers last year, so there were tears.

Hospital may be overwhelmed with inﬂux of patients.
Some patients experienced less attentiveness and care
due to limited staﬀ capacity.
Some people may feel isolated and struggle with lack of
stimulation and privacy during extended stays.
Missing identiﬁcation documents and medication
prescriptions slow processes.
Some people have no option but to be admitted to
hospital as evacuation centres are not equipped to
support their unique needs.

People without community networks may be particularly vulnerable
and unsure where to go.
New and existing relationships strains and complexities increase
emotional diﬃculty.

Facilities not ﬁt for pets.
Staﬀ and volunteers perceived to be overwhelmed.

I bide time
Additional sandbags not available or accessible for some
people.
No emergency plan for being trapped in rising waters.

Family / Friends / Acquaintance’s home

Hotel accommodation

Temporary accommodation

I need to seek long term accommodation

I arrive at a housing resolution

Home may be inaccessible for people with a disability or ill-equipped
for children and/or pets.

Health conditions such as emphysema may make it impossible for
some people to return home.

I confront the aftermath
Some people may feel overwhelmed and unsure of what to do next
or where to go to seek help.

Hotel may be inaccessible for people with a disability or ill-equipped for
children and/or pets.

There may be a lack of accessible options for people with a disability
and diﬃculty accommodating large families and/or pets.

There may be a lack of accessible options for people with
a disability and diﬃculty accommodating large families
and/or pets.

New home location may increase travel time to / from work, shops,
school, etc.

Additional people in home may put strain on host's resources.
People without community networks may be particularly vulnerable
and unsure where to go.

I secure emergency accommodation
Fewer options for people with pets.

Emotional trauma confronting a devastated property.

Chaotic environment may be traumatic for small children
and those with sensory processing diﬃculties (i.e. people
with Sensory Processing Disorder or Autism Spectrum
Disorder).

NGO’s such as YWAM door-knock to spread information.
Organisations referring and sharing contact details of other
organisations.
Churches providing monetary assistance and donating goods.

Service providers show ﬂexibility with premium reductions, extensions,
ﬂexible payment arrangements and rebates.

Individuals within the community oﬀering donations and goods.
Department stores, like Big W, oﬀering free vouchers and goods.

Some banks oﬀer to pause loan repayments and provide
low/no-interest loans.
Some telecommunications companies oﬀer credits for new modems,
interrupted data supplies, etc.

I need to seek emergency accommodation
Confusion and uncertainty around what to do next and where to go.
Some people with a disability found there was a lack of accessible
options for them.

Some people are without access to information or
communications to inform planning and decisions.

More and more people arriving and there is no space and
insuﬃcient resources, i.e. mattresses.
Some media outlets were taking advantage of a chaotic
situation to capture and broadcast people entering
evacuation centres, potentially adding to the trauma of
the experience.

Food vouchers provided by NGO’s and churches.

Community, family ﬁnancial assistance is available.
Government aid is greatly appreciated.
Some contractors and generous with their time and oﬀer services for
free.

Proactive communications from service providers around assistance
and options available.

People with trade expertise or trusted industry contacts
may have a better understanding of what a fair and
reasonable quote/scope of works is.

I confront the aftermath
Emotional relief to see home was not impacted as badly
as expected.

I need to do some emergency packing
Don’t have appropriate packing vessels, i.e. suitcases.
Important medications may be left behind or misplaced.

Debtors; Banks; Energy provider; Telecommunication services

Department of Housing; FEAT; Word-of-mouth

Red Cross staﬀ helping people settle in / get information
about what to do.

People in the community oﬀering support when needed
including transport.
People with vehicles pick up friends, family and / or
neighbours.

Ability to keep phones charged.

I have awareness of a weather event
Some people disregard warnings, they are used to heavy
rains and assume the situation won't escalate.

Some people in areas ﬁrst ﬂooded felt ill-prepared and
under-resourced.

I sat my boys on the kitchen bench. They were starting to freak
out but they were just putting a brave face up for their dad. I
wrote on the chalk board, ‘we are on the roof’.

Phone calls and emails with insurer or property agent;
phone calls with contractors.

I act and prepare

People have an emergency radio at hand.

Negative Impact on Resilience
The negative behaviours, attitudes and events among residents,
community and service providers that may weaken resilience in a
time around a natural disaster.

We started packing everything, we left all the photo albums on
the shelf, I thought we could come back later and get it.

Word-of-mouth

Emergency Services; Police; Military; Energy provider
Staﬀ from Community Organisations and Non
Government Organisations (NGO's)

I have awareness of a weather event

Journey References

I was lying on my bed, I heard this gurgle, it sounded like
a diﬀerent gurgle. I hopped oﬀ the bed and the water
was up to my ankle.

Text messages from Council; Police and Military door
knocking; BOM; TV & Radio News; Social Media;

Council; Police; Military

The services residents reported accessing or having
interactions with along their journey.

Cramped and otherwise diﬃcult living arrangements may put a strain
on relationships.

Accommodation provided is often very short-term (1-2 weeks) due to
expense.
Cooking facilities are often basic, creating a reliance on other people or
costly eating out options.
Option becomes unavailable for some due to high demand.

Some organisations oﬀering accommodation tailored for people with a
disability are inﬂexible in allowing family, carers or pets to stay also.
Some people felt pressure to accept ﬁrst available oﬀer from
Department of Housing or risk going without accommodation, even if
they felt it wasn't suitable for them.
Travelling around to get applications complete can incur unforeseen
costs, especially if a car is not available.

Postal oﬃces faced challenges keeping up with residents' changing
addresses.

Some people felt Department of Housing oﬀers did not take into
account their personal circumstances, i.e. locations without access to
public transport for people who depend on it.

Children may have diﬃculty sleeping in new places and adjusting to
changes in routine.

Finding available housing may take weeks / months.
Travelling around to get applications complete can incur
unforeseen costs, especially if a car is not available.

Finding available housing may take weeks.

Location of accommodation may increase travel time from work,
shops, school, etc.

Some lack functioning toilets and showers for extended periods.

Confusion around what information to trust to inform a decision.
Some people who rely on power for medical reasons i.e dialysis
were suddenly without this resource, leaving them little time to plan
and prepare.

I need to move - I need to store my possessions - My
possessions need to be transported home
Unforeseen expenses organising the move.
Some people found movers didn't take appropriate care
with personal belongings resulting in damage.
Challenges for people who are elderly or have health /
medical needs.
Some people found that belongings put into storage
came back ruined, covered in mould or broken.

Property reduces in value.

I need to clean my property - I need to clean and repair my things

I need to remove the rubbish

I'm going to do a DIY rebuild

I need to replace possessions I lost

I have insurance! - I call my insurer- I submit a claim

I don't have insurance

My claim is declined - I accept the outcome - I dispute the outcome

People may not have the mental bandwidth to take inventory of
damages with photos to assist with insurance claims.

I need to secure tradesperson - Tradesperson performs work at
my property - I try to make do with my living arrangements
Some tradespeople were perceived to provide inaccurate or unclear
quotes.
Perception that some out of town tradespeople/unlicensed
tradespeople may be taking advantage of situation.

Some people may feel they have no option but to undertake works
themselves as they are unable to hire a tradesperson i.e. they were not
insured, they cannot ﬁnd one due to high demand.

Some people were unaware of available options around contents
insurance including the ability to insure item-by-item.

Renters may require diﬀerent insurance products to regular home
and contents policies, but are often unsure who to speak to or
what options are available.

Some people are unaware of the insurance options available or how to
access them.

Ongoing claim disputes/delays may be a source of stress and
frustration, people may settle for a 'less-than-ideal' outcome in order to
avoid further dispute.

Presence of tradespeople at home does not allow privacy and peace.
Some residents perceived that their tradespeople showed insensitivity
to the extreme nature of the situation.
Some people were frustrated by a lack of ﬂexibility to change
tradespeople, who were provided by the insurance company.

Contamination and damage to treasured possessions, i.e. family
heirlooms, photos, baby clothes.

Exposure to mould and sewage poses health risks.

Emotional trauma of seeing valuables and personal belongings
decaying in a skip.

Fear mongering on social media may increase anxiety about disease
and infection.

Loss of important documents and identiﬁcation, i.e. ID’s, birth
certiﬁcates, may create diﬃculty in future.

Sentimental items may be kept despite potential contamination.

Slow and ongoing replacement of belongings.
Visual reminders of home damage remain, i.e. water marks, smells
when it rains.
Reoccurring mould issues.
Some people have diﬃculty getting ﬂood insurance once the house has
a history of ﬂoods.

Insurance claims may require people to stay out of their homes,
delaying the commencement of clean-up and potentially
inconveniencing families.
Cleaning products may be unavailable at stores and stations due to
high demand.

Some people ﬁnd moving back into their home/location
re-traumatising.
Some renters experience delays in repairing their air-conditioning units,
which creates problems with sleep and dealing with the Queensland
heat.

Once wet mud and sewage dries it is incredibly diﬃcult to remove.

Some people are unsure where and how to secure a skip.
In some cases skips sat for months in front of people’s yards due to
high service demands or mis-communications.

White goods may be destroyed hampering the ability to clean clothes
and store food.

Lack of public recognition of community support with the clean up.

Air-conditioners may be destroyed hampering the ability to dry things
out and keep cool.

Some people may require assistance from others to remove large items
from which may cause delays to clean-up.

Vehicle services/repairs may be unaﬀordable.

People may continue ﬁnance repayments on a destroyed vehicle as
they are what else to do and apprehensive about costly alternatives.

If a DIY build costs more than $11k, then a license is required.
Performing work without a license may make obtaining insurance in
the future more diﬃcult.

High demand for goods may lead to local stock shortages. This means
people must wait for new goods to be transported in, or buy online
with increased cost of shipping.
If people are unable to repair or replace their vehicle they may rely on
public transport or family/friends, or simply be unable to commute to
work, study etc.
Damage to expensive medical and accessibility devices during a
disaster event is not perceived to be accounted for in NDIS plans,
leaving some people to make do without these items or forgo other
essential services they require.
Some rental tenants and people without contents insurance may face
challenges replacing expensive household items such as white goods,
air-conditioners and mattresses, impacting their living conditions.

Some insurers ask people not to enter their home until
assessment/make safe has occurred, which may increase damage
due to mould and contamination and cause inconvenience for
families.

Some people may be uninsured due to personal personal preference
or lack of aﬀordability.
Inability to recoup damaged may increase a person's likelihood of
experiencing vulnerability and ﬁnancial hardship.
Assessment of damage is performed - I receive quotes / scope of
works
Power restoration requires coordination between insurers and
electricians, miscommunication may lead to confusion and delays.
Upon recieving the scope of works for repair people may realise they
will be unable to live at/return home and need to make
accommodation arrangement.

Some people are shocked to ﬁnd their claims declined, and suddenly
face diﬃcult decisions around what to do next. In this situation, people
may be more likely to experience vulnerability and ﬁnancial hardship.
Some claim disputes may take months/years to resolve, with many ﬂow
on aﬀects and impacts to a person/family's recovery journey.
Some people perceived terms of initial quotes to be
unclear/misleading. This may leave people liable for signiﬁcant
unforeseen costs in the restoration/rebuild process.
Some people with declined claims may wish to take legal action but this
option is often unaﬀordable, time intensive and too emotionally taxing
to pursue.
Delays in insurance claim outcomes may leave people confused as to
whether they are able to seek government assistance as an alternative.
Cash settlements may pose unforeseen challenges for people. They
may be unable to be covered by the same insure in the future, or end
up signiﬁcantly out of pocket if additional damages are later
discovered.

My income remains the same - My regular expenses continue - I
feel little to no pressure

My income situation changed - I have additional expenses due to
the event - I feel ﬁnancially burdened

Repayments on homes, vehicles and other belonging may continue
despite loss/damage in the ﬂood, people may be unsure if assistance is
available or how to access it.

Disaster impacts employer, who has to close, reduce work hours and /
or lay oﬀ employees.

People generally have low engagement with their utility providers. They
may be unaware of assistance available to them or unsure how to
access it.

Inﬂexible employment arrangements may create extra stress or
unrealistic expectations for employees to meet their previous work
arrangements.
The NDIS and other ﬁnancial packages are not perceived to make
allowances for the extreme circumstances of a disaster event and the
extra expenses that may be involved.
Impact on credit rating.
Loss in house value.
People may try to reduce expenses on family activities, groceries or
energy use.
People may feel they are locked into service contracts i.e. mobile
phone/Internet services.
Without proactive communications from service providers, many
people are unaware of assistance and options available to them.
People may be to overwhelmed or time-poor to investigate options
themselves or unsure where to access them.

I need to seek alternate / additional income
People may be unaware of grants and other ﬁnancial assistance
available to them. People may be to overwhelmed or time-poor to
investigate options themselves or unsure where to access them.
People may sell their possessions or further reduce expenditures,
potentially impacting comfort and safety.
There may be low employment prospects in ﬂood-aﬀected regions
making it diﬃcult to ﬁnd or keep work.

I search for ﬁnancial assistance - I receive assistance from NGO's /
community support
Many people are reluctant to seek/accept assistance as they feel 'other
people are worse oﬀ'.
Some people are unsure of what assistance programs are available or
how to access them.

I apply for and receive ﬁnancial assistance

My debt is growing

Some people found grant application processes complex and time
consuming, potentially causing additional strain on people's time and
energy and delaying access to funds.

Impact on credit rating makes it more diﬃcult to secure loans and
ﬁnancial support from banks in future.

Some people felt telecommunication/Internet providers' requirements
for receiving credits/extensions were too lengthy.

Those without community networks or connections with community
organisations may be less likely to access/receive assistance.

Documents and ID's lost in the ﬂood may make it more diﬃcult to verify
identity and make applications.

Some people felt that appropriate support programs for children,
including childcare and wellbeing services were overlooked.

People may not recognise they meet criteria to be eligible for assistance.

Decrease in property value may contribute to ﬁnancial stress and
impact future planning.
Some people contemplate leaving the region, which may further
impact the local economy and community.
How am I doing ﬁnancially?
People may be experiencing ﬁnancial hardship prior to a disaster.
This may inﬂuence their journey and their resilience to the event.

1 L e Be o e con ex ua ac o s
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You can access the journey map for use below:
Screen friendly version
Print ready version (for large format print)
Home-printer version
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w h and ac o s ha may have
pos ve and nega ve mpac s on
es ence a e de a ed he e Use
he oo no e numbe s o c osse e ence ems he e back he
s eps n he d ag am
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4. Emerging opportunities

CHALLENGES AND
OPPORTUNITIES AND IDEAS
BARRIERS

During the cross-sector workshop, participants immersed themselves in community case studies, identifying
key challenges and corresponding opportunities and ideas that may enable these challenges to be overcome.
Research participants also contributed opportunities and ideas that may improve community outcomes and
experience in a disaster event. The detailed outputs from workshop activities and community interviews are
listed below.

Applying Universal
Design Principles
to disaster
preparedness
and response to
ensure services
and processes are
accessible and
inclusive to all

CHALLENGES AND
OPPORTUNITIES AND IDEAS
BARRIERS
Building
community
disaster
preparedness

• Explore opportunities to improve natural disaster mitigation strategies across
all-sectors.

• Create opportunities to bring the entire community together, including the military,
financial institutions and community organisations, after a disaster to increase
collaboration and avoid duplication among service providers and make services more
accessible to the community.

• Explore opportunities to increase community awareness and education around natural
disasters as relevant to their location, to enable preparedness and planned responses.
• Explore opportunities to integrate natural disaster awareness and education into
school curriculum.
• Explore the use of messaging to increase awareness of disasters as part of Australian
culture and promote disaster preparedness as a part of the Australian lifestyle,
including information for new arrivals.
• Increase availability and accessibility of information about what to do after a natural
disaster – advice on where to start, resources, contacts.
• Explore the development and implementation of financial capability building
mentoring, including programs for people from culturally and linguistically diverse
backgrounds.

• Collaborate with the media and establish agreed boundaries and processes to avoid
the trauma of being filmed during evacuation in a disaster event without consent.

• Explore opportunities for people with a disability to co-create and shape community
disaster response plans to ensure they are accessible and inclusive.
Increased services
and support for
the long-term and
enduring recovery
phases of disaster
recovery

• Ensure ‘preparedness’ products and services meet the needs of the community,
particularly those on low income or at risk of vulnerability, and that there is great
visibility of these.
Building
community
disaster
awareness

• Explore approaches to proactive notification of power outages in a disaster event
(when planned/foreseeable) and power restoration, for critical customers.

• Investigate a proactive approach to disaster planning and response for people who
may be at greater risk of experiencing vulnerability during a disaster event.

• Reference the UK model developed by the Disasters Emergency Committee
(DEC-NF) to mine ideas.

• Evaluate the effectiveness of the Red Cross ‘Get Prepared’ app, identify key successes,
challenges and learnings and identify opportunities for improvement.

• Explore opportunities to further develop the electricity supply arrangements/
infrastructure for priority/critical need community members to mitigate risk of
outages.

• Explore approaches to assist police, emergency services and all front-line workers to
better support people with a disability in a disaster event.

• Investigate provision of further support for disaster preparation activities,
such as sandbagging.

• Investigate how we might develop trusted local bodies that can inform people
of potential risk and provide advice on risk mitigation for an area.

• Investigate universally designed environments and services for disaster events and
involve the people using these services in the design process.

• Improve support for the childcare service sector to increase responsiveness and reduce
disruption for children and their families/carers following a disaster event.
• Improve response and service provision across government, business and community
sectors for emergency and long-term housing post disaster.
• Review disaster relief accommodation response to address long-term financial and
accommodation challenges caused by the disaster (i.e. rent increases, impacts of
relocation).
• Develop services, assistance programs and support that better address long-term
disaster recovery needs.

Accessible,
coordinated
and clear
communication
before, during
and after a
disaster event

• Investigate how a unified, inclusive and proactive communications strategy for critical
community messages might look, delivered across multiple communication channels.
• Explore how the word-of-mouth sharing of information that occurs in the community
can be reinforced and further leveraged by service providers and organisations.
• Develop a more collaborative, integrated approach to the delivery of key
communications and organisational responses/actions (i.e. consider how the availability
of electricity, identified as a gatekeeper, interplays with the receipt of an evacuation
notice and how this could be leveraged).
• Develop more proactive communication for people with a disability, older community
members and those who may be more vulnerable to a disaster event regarding
potential evacuation and foreseeable interruption to energy supply and other essential
services.
• Investigate ways to increase community awareness around the various channels to
make contact with their essential service providers and the assistance and support
available.
• Develop clear and timely messaging around the clean-up process to avoid further
damage or health and safety risks.
• Gain a better understanding of how people receive various types of information
in a disaster event, and their preferred channels of delivery.
• Explore ways to understand community attitudes (i.e. complacency) around floods and
whether how we might increase preparedness and responsiveness to an event.
• Explore ways to deliver timely, clear and accessible information about weather events.
• Review all contract, policy and information documents and investigate opportunities
to increase accessibility and clarity, including for people from culturally and
linguistically diverse backgrounds.
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CHALLENGES AND
OPPORTUNITIES AND IDEAS
BARRIERS

CHALLENGES AND
OPPORTUNITIES AND IDEAS
BARRIERS

Fostering
• Explore opportunities to better understand the impacts of social and digital exclusion
community
during a disaster event.
connection and
• Explore local, place-based strategies to address social and digital exclusion.
reducing digital
and social exclusion • Explore opportunities to leverage existing formal and informal community networks to
distribute information during a disaster event.

Increased
• Explore the potential for workplace training around trauma informed practices,
awareness, training
particularly for frontline workers and first responders in a disaster event.
and capacity
• Investigate ways frontline workers and first responders can engage with the
building for
community to build local knowledge and understanding to better support community
organisations and
members.
front-line staff
• Explore ways to broaden understanding and share knowledge around the mediumresponding to a
longer term impacts of a disaster event for community members, and how they might
disaster event
be better supported by all organisations they interact with.

• Investigate how organisations might collaborate to identify potentially isolated
or vulnerable community members and proactively engage them during a disaster
event.
• Build on existing knowledge, programs and services of community organisations and
explore opportunities to better resource and support staff, volunteers and
the sector as a whole during a disaster event.
A collaborative,
cross-sector
approach
to disaster
preparedness,
response and
recovery

Safe access to
electricity and
other essential
services during a
disaster.

• Create opportunities to increase collaboration within and across sectors and explore
the opportunity to set up dedicated cross-sector teams for collaborative problemsolving and strategy-building.
• Look for opportunities to partner service providers with psychological support services
to create strong referral pathways and increase community awareness
of available services.
• Look for collaboration opportunities between insurance providers, financial institutions
and government to develop aligned and accessible financial programs and assistance
following a disaster.

Improving
accessibility and
transparency
and community
awareness around
insurance policies
and the claims
process before,
during and after a
disaster event

• Explore new opportunities for energy providers to collaborate with council and
emergency services for an aligned, safe and strategic approach to power delivery
before and during evacuation.
• Explore the opportunity for utilities to collaborate with initiatives such as the Small
Business Recovery Centre and recovery centres to develop a stronger ‘community
presence’ and ensure information about available assistance programs and support is
accessible.
• Explore ways to proactively engage with customers in affected areas and notify them
of assistance programs and support available (i.e. payment plans, rebates etc), via
multiple channels.
• Explore ways to proactively notify a customer who has previously been deemed
ineligible for assistance programs if they become eligible due to change in criteria (i.e.
their residence is declared to be in a disaster zone).
• Explore opportunities to increase community awareness and understanding around
how to initiate the electricity reconnection process post disaster including who they
should contact and what their options are according to their preferences and living/
insurance circumstances.
• Explore strategies to maintain telecommunication networks, to keep people
connected and enable critical communication during a disaster event.
• Investigate opportunities to increase community awareness around the importance of
conducting safety checks on electrical appliances and provide accessible information
on how to do this or who to contact.
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• Explore opportunities to assist service providers and frontline workers to better
engage with and support people who are culturally and linguistically diverse.
• Explore opportunities to streamline/fast-track the initial insurance assessment process
to avoid delays in clean-up and repair/rebuild processes for residents and businesses.
• Explore opportunities to provide more choice and flexibility for people throughout the
insurance claims and repair/rebuild process.
• Investigate the need to make the claims process more accessible and efficient to
reduce delays in times of high claim volume post disaster.
• Explore opportunities to better align small-medium business insurance offerings with
local business owner needs.
• Explore opportunities to contribute to the development and delivery of disaster
preparedness resources, information and education (e.g. through strategic partnering).
• Investigate ways to increase the clarity and accessibility of all policy documents,
particularly in the communication of disaster related policy exclusions (e.g. flood cover).
• Consider the addition of flood cover as a default inclusion for businesses (as is the case
for many residential policies) in disaster-prone areas.
Timely access
to appropriate
financial
information,
advice, programs
and assistance
before, during and
after a disaster
event

• Consider reviewing and updating policies and eligibility criteria to increase
responsiveness and flexibility and explore opportunities to proactively communicate
up-to-date information on what assistance is available and how to access it.
• Explore how we might support people selling a home in a flood-prone area post
disaster.
• Explore ways to broaden understanding and share knowledge around the mediumlonger term financial impacts for small-medium businesses across the disaster journey,
and how they might be better supported by all organisations they interact with.
• Explore the further development of new and existing local responses and initiatives to
support recovery of local businesses.
• Investigate opportunities to increase the provision of and access to financial
counselling services post-disaster and increase community awareness of this service.
• Continue to evaluate and shape processes for the provision of grants and financial
assistance for residences and businesses post disaster and explore ways to improve
access to and effectiveness of these programs in supporting community recovery.
• Explore opportunities to better understand the impacts of a disaster on people with
NDIS plans and other financial assistance packages and how we might respond to
current barriers and challenges that exist.

75

DISASTER PLANNING AND RECOVERY COLLABORATIVE RESEARCH PROJECT
THRIVING COMMUNITIES PARTNERSHIP

PHASE 1 // 2020

CHALLENGES AND
OPPORTUNITIES AND IDEAS
BARRIERS
Effective
immediate and
enduring recovery
of businesses
following a
disaster to support
local economy
and wholeof-community
recovery

• Explore opportunities to provide small business financial mentoring and services
to assist with the development of disaster action plans pre-disaster.

TCP Partner Workshop I

• Explore opportunities to encourage and facilitate local business networking to
increase resilience and establish connections for knowledge sharing etc.

Symplicit conducted a workshop in
November 2019 with TCP and TCP crosssector service partners to construct a
preliminary disaster end-to-end journey
map from the insight and understanding
service providers had gained through
engaging with customers and community
members who were impacted by the
North Queensland Monsoon of 2019.

• Continue to explore ways to improve ease of access to grants for small businesses
and streamline the application process.
• Explore how we might better respond to common mindsets amongst business owners
that may be a barrier to accessing financial assistance (i.e. a reluctance to accept
‘charity’ or the feeling that ‘others are worse off’ and therefore more deserving of
assistance).
• Explore opportunities to provide support in identifying and accessing financial
assistance (including completion of grant applications).

Increasing
community
awareness of
trauma and the
psychological
impacts of a
disaster event and
improving access
to mental health
services

• Consider a local communications strategy around mental health.

The importance
of community
advocacy services
and recognising
community
members as
experts

• Recognise community members as experts in their own experience and consider
opportunities for organisation to take a people-centred approach to co-creating
programs and services to meet community needs.
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5. Research Activities

• Improve accessibility to mental health and counselling service both within
the community and within schools.
• Explore opportunities to better understand the psychological impacts of disaster
events over time to inform resourcing of mental health services and communications
strategies.

Participants in the workshop, who joined either
remotely via video conferencing or in-person in
Brisbane, were tasked (individually and in small
groups) to convey their knowledge of the journey(s)
their customers/clients/community members take
before, during and after (considering all phases of
recovery) a natural disaster event.

Their inputs were captured on post-it notes and
grouped along a timeline to visualise an assumptive
user journey. Participants then were tasked with
postulating pain points, interactions with services, and
emotions felt along the journey.
The mapping exercise allowed the group to begin
to understand the journey holistically from the
perspective of their customers/clients/community
members and to establish the complexity of the many
services, interactions and challenges at play along the
journey.
The workshop also provided context to better
structure the interview discussion guide that would
be used in the contextual interviews to be held in
Townsville.

• Consider opportunities for community members or advocacy groups to review existing
programs and services and provide recommendations.
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Contextual Community
Interviews
Between 3 February and 7 February 2020, Symplicit
and the TCP project team visited Townsville to
interview 20 of its residents to understand first-hand
what the community experienced and the challenges
they faced.
With the support of TCP service partners, recruitment
occurred across three cohorts:
1. people experiencing hardship or vulnerability
pre-disaster.
2. people newly experiencing hardship or
vulnerability as a direct result of the disaster.
3. local businesses operating in the region who
have been impacted by the disaster. Across
the three cohorts, 12 residents and eight local
business owners participated in the research.
Interviews took place at participants’ homes,
business or places of work in the Townsville city limits.
Interviews lasted between an hour and an hour-anda-half.
A qualitative interview guide was designed to support
rich and detailed conversations with the participants,
encouraging them to recount their story from life prior
to the natural disaster through to the present. They
were asked to recall the services they interacted with
along the way and the challenges they faced. As the
interviews were qualitative, the interview guide was
not followed directly and people were encouraged
to share freely, but it was used to ensure that the
conversation covered the same topics for each person.
One researcher ran the discussion while another took
notes. Notes were as verbatim as possible to ensure
that they were accurately capturing the participant’s
story.

Research Analysis

TCP Partner Workshop II

Following the interviews, Symplicit undertook analysis,
using the overall journey map timeline created in the
partner workshop as a framework. Those fundamental
phases along the timeline were:

Symplicit conducted a workshop in February 2020
with TCP and TCP cross-sector service partners to
share major insights discovered from the analysis of
the interviews and to initiate cross-sector exploration
in opportunities to help people impacted by disaster.

• Life prior to the natural disaster
• The onset of the natural disaster
• During the natural disaster
• Aftermath of the disaster
• Immediate, long-term and enduring recovery
Notes from each of the interviews were grouped into
the above phases to establish a collective community
timeline of events, recording emerging themes and
insights. Although there were shared experiences,
each person also went on a uniquely different journey
through the natural disaster, so the collective journey
became very complex.
The journey map was reorganised into two distinct
journeys: a resident journey and a local business owner
journey. Maintaining the timeline structure, both
journeys were developed around common themes
that emerged in the research:
• Accommodation
• Possessions
• Finances / Insurance
• Power / Utilities
• Family
• Community
• Services (all-sectors)

The insights from the research, shared during the
workshop, can be found on page 28 of the report
To generate empathy and illustrate the complex
and challenging journeys community members
take through a natural disaster event, six different
community narratives were created for the
collaboration component of the workshop. These
story artefacts provide a snapshot into the diverse
stories uncovered during the research and can be
found in appendix 2 of this report.
Participants in the workshop, who joined either
remotely through video conference or in-person
in Brisbane, were tasked (individually and in small
groups) to read a story, identify the challenges and
brainstorm opportunities to improve support for the
challenges identified.
Their inputs were captured on post-it notes and
grouped into similar themes.
The exercise allowed the group to begin to collectively
identify potential opportunities both within their own
organisation (internally) and collaboratively (externally).
They also considered the things they may need
to start creating change within their organisation.
A summary of the opportunities identified in the
workshop and through community interviews can be
found on page 54 of this report, and a detailed list of
all opportunities is located in appendix 4.

• Health (mental and physical)
• Communications
• Emotional impacts
There was a high degree of inter-relationships
occurring between all phases and themes in the
journeys. The insights generated from the analysis and
the journeys experienced were presented in a second
TCP partner workshop.
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