
Thriving 
Communities 
Partnership  

thriving.org.au

ROUNDTABLE REPORT |  October 2021

Disaster Planning 
and Recovery 
Roundtable 
2020 Report



3

THRIVING COMMUNITIES PARTNERSHIP 

DISASTER PLANNING AND RECOVERY ROUNDTABLE

2020 REPORT  //  2021

2

Contents

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 
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a cross-sector collaboration with the 
goal that everybody has fair access 
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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.
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connected system, so that everyone in Australia can 
achieve an adequate standard of living, and live free 
from discrimination.
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A message from our 
CEO Ciara Sterling

Acknowledgements

Setting the Scene

Overview of Phase 1

Overview of the Roundtable

Activities Overview

Activity 1: Building Empathy 
and Understanding

Activity 2: Creating a more 
inclusive ecosystem

Activity 3: Collaborating for a 
more resilient future

Key Themes

Lessons Learned

Taking Action

Connect with Current Initiatives 

Where to from here? 

4

6

7

8

10

12

14

18

20

24

26

29 

32 



5

THRIVING COMMUNITIES PARTNERSHIP 

DISASTER PLANNING AND RECOVERY ROUNDTABLE

2020 REPORT  //  2021

4

“The complexity and 
interconnectivity of our 
ecosystem demands unified 
action in times of disaster.“

When a disaster occurs, community 
members and businesses reach out to 
their essential service providers, they 
reach out to their governments, they 
reach out to community organisations 
and they connect with each other. As 
we all have a responsibility to consider 
how we support our communities in 
times of need and how we proactively 
prepare for future disasters, which 
we are seeing at increasing frequency 
and intensity. The interconnectedness 
of our services is highlighted more 
than ever during a disaster event as 
communities interact with numerous 
organisations and navigate the often 
complex disaster response and recovery 
ecosystem.

CIARA 
STERLING

A MESSAGE FROM  
THRIVING COMMUNITIES 
PARTNERSHIP CEO

who bravely and generously shared their experiences 
during Phase 1 of the Disaster Project. It is hoped that 
the lessons learned from the research and roundtable 
discussions held as part of this project can be more 
broadly applied to other disaster events and act as 
the impetus for greater collaboration and connectivity 
within the disaster response and recovery ecosystem.

As we move forward together, as a collective of 
passionate and connected change makers and 
organisations, we strive to embody these lessons 
of human-centered design, the importance of 
community resilience and the understanding that the 
complexity and interconnectivity of our ecosystem 

demands unified action in times of disaster. 

The discussions at our National Virtual Roundtable 
held across November and December 2020 provided 
organisations across the country the opportunity to 
explore the insights that emerged through Phase 1 
of the Disaster Planning and Recovery Collaborative 
Research Project (the Disaster Project). It also 
provided a collaborative platform to discuss the role 
we, as a collective ecosystem of organisations, play 
during a disaster event. This report presents the 
collective findings from these discussions and seeks to 
contribute to the growing body of knowledge around 
disaster preparedness, recovery and community 
resilience. It also contributes to the overarching 
purpose of the Disaster Project, which has sought 
to document the experience of a community with 
the disaster response and recovery ecosystem and 
visualise the gaps, barriers and opportunities that 
exist in our current responses. 

Whilst the Disaster Project Phase 1 research was 
focused on the experiences of people impacted by the 
North Queensland Monsoon of 2019, the synergies 
across regions and disaster contexts became strikingly 
clear, particularly as we navigated the impacts and 
immediate recovery of the Black Summer Bushfires, 
and the coronavirus pandemic together. We have 
learned so much from the Townsville community 

- Ciara Sterling
CEO of Thriving Communities Partnership
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The Problem Context
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 and 
barriers for community recovery. 
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.

SETTING 
THE SCENE
Phases of the Disaster Journey

LIFE BEFORE
WEATHER 
WARNING

DISASTER 
IMPACT

AFTERMATHFIRST YEAR 
RECOVERY

LONG TERM 
RECOVERY

LOCAL 
BUSINESS 

OWNER

RESIDENT
Acquire 
preparedness 
knowledge

Becoming 
aware of the 
situation

Decision to 
act or not

Accessing 
immediate 
support

Returning to 
homes and 
businesses 
and assessing 
damage

Exploring 
initial recovery 
measures

Long-term 
impacts 
experienced 
- assistance 
may be 
required

Local Business Owners 
are often residents who 
are also navigating the 

complexities of the 
disaster journey at 
home and at their 

business.

2 3
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OVERVIEW OF 

Phase 1 of the Disaster Planning and Recovery Collaborative Research Project 
involved interviewing residents and local business owners in Townsville who were 
impacted by the 2019 monsoon.

The insights gained from these interviews revealed 
common themes in the community members’ unique, 
individual experiences of the disaster and aimed to 
create a collective community voice for the project.

The insights were split into two main categories, 
which reflect the two end-to-end journeys 
uncovered in the research:

•   Residential and Whole-of-Community Insights
•   Small and Medium Size Business Insights 

Residential and Whole-of-Community Insights included:

DISASTER PLANNING AND RECOVERY ROUNDTABLE

Communications 
across the journey 
influence response 

and recovery

Connections 
and community 

networks are key

There is a need for 
a universal design

Electricity is a 
gatekeeper during 

a disaster

Recovery is often a 
financial maze for 

residents

Flexibility within 
the system 

supports individual 
resilience

Trauma and 
mental health can 
subconsciously be 

deprioritised 

2020 REPORT  //  2021 THRIVING COMMUNITIES PARTNERSHIP

Our vision is for an Australia where people and communities are better 
prepared and more resilient to natural disasters.

To build a thriving and resilient Australia, it is integral that organisations understand the role 
they play in the community ecosystem, where synergies exist and how long-term partnerships 
may be leveraged for improved community and organisational outcomes. Our vision is one where 
organisations prioritise their responses to ensure a people-centred, coordinated approach, avoiding 
duplication and best utilising resources to meet the community needs.

Our Vision for a thriving and 
resilient Australia

Small and Medium Size Business Insights included:

The employer 
is a pillar in the 

community

Family safety is 
the priority

There is an aversion 
to accepting 

‘charity’

Business insurance 
was a pain point 

for many

Government grants and 
support are a welcome 

relief, but there was 
some red tape

Macroeconomics 
influence 

community 
resilience

PHASE 1 
RESEARCH

+

View the full Phase 1 Report here.

1110

https://thriving.org.au/files/Projects/Disaster%20Planning%20and%20Recovery%20Collaborative%20Research%20Project/High%20Res%20Final%20Report%20-%20Phase%201/TCP_Disaster%20Relief%20Report%20Phase%201%20Final_High%20Res.pdf
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OVERVIEW OF THE 
ROUNDTABLE

Voices of lived experience

At TCP we believe in designing with people not 
for people. The humans and communities who use 
our services are more than end-users, customers 
or beneficiaries, they are an essential part of our 
ecosystem. Their expertise and experience contributes 
to building an inclusive, fair and just disaster response 
ecosystem that works for all people. They support us 
in understanding individual experiences, empathising, 
identifying and questioning our own biases and 
designing better futures. 

In the leadup to the roundtable we worked with 
research participants from Townsville and experts 
from across sectors to create insight videos that 
were sent out to roundtable participants prior to 
the virtual discussions. These videos were used to 
prepare all participants for the upcoming discussion 
and to provide individual context for the materials and 
data presented in the research. Working with lived 
experience puts people first in the design process and 
reminds all participants what they are here for and 
who they are aiming to support. It helps to identify 
barriers and possible challenges in our responses and 
helps to ensure that the actions we make are directly 
responding to the needs of the community. 
We hope that these videos can also be used more 
broadly to highlight the value of bringing the voices 
of lived experience into the implementation process 
and to inform the strategies of disaster prevention 

in the future. A key driver for all research participants 
in Phase 1 of the research was the hope that sharing 
their story would help to ensure that others in future 
disasters don’t have to have the same experience as 
them, and to assist in disaster prevention strategies 
in the long term. TCP shares in this hope, that the 
research conducted is used to inform further studies 
and enact real change in future responses to disasters. 
All research participants who contributed to the 
videos and interviews were compensated for their 
time and we thank them sincerely for their courage, 
openness and support in assisting with the research. 

The videos can be accessed here.

Purpose 

The purpose of the roundtable discussions were to use 
the findings of the Phase 1 research in an immersive 
and engaging way and to stimulate conversation about 
the role of organisations individually and collectively 
in the experience of a disaster. Utilising the research 
findings and the collective knowledge and experience 
of participants, the discussions sought to explore what 
can be done before, during and after a disaster to 
reduce risk, improve recovery and support long term 
community resilience. Representatives from across 
sectors and regions explored the findings in relation 
to their unique context, and identified opportunities 
to enact change within their own organisations and 
industries, and across sectors. 

Who attended

The roundtable was held across four separate sessions 
in November and December 2020, attended by a total 
of 150 people.
 

QLD/NT : November 5th - 33 participants
VIC/TAS : November 25th - 61 participants
NSW/ACT : December 1st - 30 participants
SA/WA : December 3rd - 26 participants

Participants included members of TCP’s Partner 
organisations alongside a range of attendees 
from other organisations who were interested in 
understanding the role their organisation plays in 
a disaster event. The virtual discussions featured 
participants from across 77 organisations, representing 
corporate, community and government sectors.

The roundtable 
sought to drive 
internal action and 
change in these 
organisations to 
improve experiences 
for customers and 
clients in a cross-
sector capacity.

“People with lived 
experience support 
us in understanding 
individual experiences, 
empathising, identifying 
and questioning our own 
biases and designing 
better futures.“

33

ROUNDTABLE PARTICIPANTS BY STATE

31

61

26

https://thriving.org.au/what-we-do/disaster-planning-and-recovery/disaster-planning-and-recovery-national-virtual-roundtable-insights-
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ACTIVITIES OVERVIEW

ACTIVITY 1:

Building 
empathy and 
understanding
The empathy building activity required participants, 
in small groups, to reflect on a particular case study 
which was captured in the Phase 1 research of 
the Disaster Project. Immersing themselves in the 
experience of the residents and business owners, 
participants were then asked to reflect on the 
details of the case study and draw from their own 
experiences to create an empathy map that outlined 
what they thought the people were thinking and 
feeling, seeing and hearing, saying and doing. This 
activity sought to encourage participants to reflect 
on the experiences of those affected by the monsoon 
and observe how the way the aftermath was handled 
affected their overall experience. Empathy is a key 
factor in the facilitation of support following a disaster 
and this activity reminded participants of the human 
side of the disaster that exists behind all the data and 
statistics. 

Whether it was Cameron’s story about his challenges 
with insurance or Kate’s experiences of isolation and 
misunderstanding as a result of services not equipped 
to support people with a disability, the case studies 
offered a personal insight into the effects of the 
disaster. Alongside mapping the thoughts, feelings, 
sights and sounds, participants also outlined the 
“pains and gains” from the case study, reflecting on 
what aspects of the case study made things worse 
and what aspects made things easier and more 
manageable. By doing this, participants could identify 
challenges and barriers in providing care and support 
to people affected by disaster and learn from both the 
mistakes made, and the positive experiences, in the 
case study examples. 

“Empathy is a 
key factor in the 
facilitation of 
support following 
a disaster and this 
activity reminded 
participants of the 
personal, human side 
of the disaster that 
exists behind all the 
data and statistics.“

“Information in a language 
people may not understand”

“Lots of damage, physical and emotional”

“Impact of disaster on children”

“Evacuation centres not designed to meet  
people’s basic needs”

Th in k  a n d f eel

SAY AND DO

The graphics on this page show 
some of the common answers 
put forward during the activity, 
highlighting the experiences from 
the case studies people were able 
to identify and empathise with .

“Mixed messages 
and information” 

“Not hearing about the services 
and support available”

“Lack of empathy from some 
service providers”
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ACTIVITY 2:

In their groups, participants first discussed some 

things that their organisations may be inadvertently 

doing that are causing barriers to support and 

listed these in the “stop doing” section. Next, they 

discussed ideas for how to work through these 

barriers and build opportunities to create better 

support approaches as individual organisations. 

Finally, the groups thought more broadly about 

what we as a cross-sector community could be 

doing differently together to improve our support 

and efforts in response to a disaster. This activity 

also widened the scope of discussion and explored 

more holistically how these ideas could be applied 

to other disasters like bushfires and the coronavirus. 

The second activity in the virtual roundtable 
involved asking participants to consider what their 
organisations should stop doing, start doing and 
what they could do differently together. 

This activity helped to bring everyone’s minds to 
their own organisation’s role in the case study, 
centering their thoughts and ideas on what is 
currently being done and what could be changed in 
the immediate future.

What can 
organisations 
stop doing, 
start doing or 
do differently? 

CREATING A MORE 
INCLUSIVE ECOSYSTEM:  

When analysing the data from this activity, the 

responses from participants fell under five main 

themes: 

COLLABORATION 

ACCESSIBILITY AND INCLUSION

WORKING WITH LIVED EXPERIENCE

LONG TERM PROACTIVE APPROACHES

STAFF SUPPORT AND TRAINING

“This activity also widened 
the scope of discussion and 
explored more holistically 
about how these ideas could be 
applied to other disasters like 
bushfires and the coronavirus.”
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Stop Start Do Differently Together

Operating in silos without 
consideration for your 
organisations role in the 
broader ecosystem

Investing in cross-sector 
collaboration and working 
together to understand shared 
challenges and opportunities 
for leverage

Proactive cross-sector 
collaboration between 
corporate and community 
sectors and local community 
groups

Utilise available data to 
provide proactive assistance 
via secure information 
sharing mechanisms across 
organisations

COLLABORATION

ACCESSIBILITY AND INCLUSION

Stop Start Do Differently Together

Taking an organisation-centric 
perspective (as opposed to 
customer-centric), and making 
assumptions about customer 
and community needs

Working with people with lived 
experience to understand their 
needs and inform the design 
of processes, services and 
communications

Work with the community 
to provide both proactive 
and reactive services and 
assistance

 

WORKING WITH PEOPLE WITH LIVED EXPERIENCE

LONG-TERM, PROACTIVE APPROACH

STAFF TRAINING AND SUPPORT

The tables below highlight the main ideas 

and examples of things that participants 

thought their organisations should stop 

doing, start doing and do differently 

together. 

WHAT CAN ORGANISATIONS 
STOP DOING, START DOING AND 
DO DIFFERENTLY TOGETHER?  

Stop Start Do Differently Together

Taking a reactive, short-
term approach to disaster 
response and deprioritising 
preparedness

Investing in longer-term 
services and support

Take a systemic, long-term 
view of cause and effect 
relationships across the 
disaster ecosystem to inform 
planning and responses

Stop Start Do Differently Together

Implementing complex, 
inflexible process and using 
jargon

Utilising flexible, fit 
for purpose, inclusive 
communication channels

Offering tailored, flexible and 
simple support

Design all programs, services 
and communications with an 
accessibility and inclusion lens

Stop Start Do Differently Together

Providing staff with  proactive 
training and support to 
understand their role in a 
disaster response and protect 
their mental health and 
wellbeing 

Collaborate across 
organisations to develop 
consistent training and 
approaches on how to support 
people impacted by a disaster
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Universal design considers the accessibility 
and usability of an environment, including the 
building, product, service and space. It means 

designing so that things can be accessed, 
understood and used by all people.

*Icons associated with each of these principles can be found throughout the Key Themes 
section of this report. These icons denote when a particular design principle has been 
applied to shape an idea that emerged from the roundtable discussions*

UNIVERSAL DESIGN

These principles were:

Organisations that take a flexible, innovative 
approach and work with community 
members to understand and respond to 
their unique circumstances are perceived 
to better contribute to positive community 
outcomes. Flexibility therefore encompasses 
the individualised support and tailored 
solutions we can offer to better suit people’s 
specific needs following a disaster. 

What should 
we start doing 
differently 
together?
The ideation activity continued as groups and 
participants were encouraged to draw upon the 
data and outputs from their previous activities. 
With a focus on the “what we should start doing 
differently together” section of the previous activity 
and the empathy map, groups discussed potential 
opportunities for future action through the lens of 
the four design principles that emerged from Phase 1 
of the research. 

COLLABORATING FOR A 
MORE RESILIENT FUTURE: 

ACTIVITY 3:

FLEXIBILITY

CREATING CONNECTION 
OPPORTUNITIES

PARTNERING WITH LOCAL 
COMMUNITIES

There was a clear connection between a 
person’s level of community connectedness 

and their resilience to the 2019 North 
Queensland monsoon. This design 

principle guides solutions which prioritise 
opportunities for community members to 

connect with others in the community and 
with organisations, services and support. 

It also encompasses connections between 
organisations which are key to facilitating 

timely, holistic assistance for people 
experiencing a disaster event.

Individuals and communities are experts in 
their own lives and their own recovery needs 
following a disaster event. This principle refers 
to exploring solutions that value and support 
local organisations, people and expertise, 
exercised through approaches that enable the 
local community to own, shape and drive their 
own disaster recovery journey.
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Guided by the design principles, the 
discussions took a more focused lens to 
ideate. On the following page the four key 
themes that emerged from the synthesis of 
the ideation activity and the ideas that most 
frequently emerged under each of these 
themes and design principles. 

KEY THEMES

“We imagine a future where 
we live in an equitable and 
connected ecosystem, built by 
people, for people. This is our 
vision for change and change 
favours the brave.“

UNIVERSAL 
DESIGN

FLEXIBILITY CREATING 
CONNECTION 

OPPORTUNITIES

PARTNERING 
WITH LOCAL 

COMMUNITIES

- Ciara Sterling
CEO of Thriving Communities Partnership
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Invest in simple and aligned support 
that responds to community needs. 

THIS COULD BE ACHIEVED THROUGH A NUMBER 
OF ACTIVITIES INCLUDING:

Simplify documents, processes and policies to 
make it easier for people to understand and 
make informed decisions about their services 
and support options. 

Collaboration on insurance to increase clarity about 
insurance products and cover was specifically highlighted. 
Taking a ‘universal design’ approach that ensures products 
and services are inclusive and accessible is critical to 
enabling people to access the essential services and 
support they need. Organisations spoke about the need 
to inform customers of their options, specifically in regards 
to insurance before, during and after disaster events, by 
utilising different channels and formats to suit diverse 
customers needs. 

“Connection 
opportunities should 
be fostered both within 
communities and across 
organisations and 
sectors to create an 
aligned and inclusive 
ecosystem.”

UNIVERSAL DESIGN

FLEXIBILITY

CREATING CONNECTION OPPORTUNITIES

PARTNERING WITH LOCAL COMMUNITIES

Creating clear, aligned responses following a disaster will 
assist in connecting with community members directly and 
facilitating their access to support services and programs, as 
highlighted in the creating connection opportunities design 
principle. Phase 1 of the research revealed the “maze” that 
residents often had to go through to receive support, so 
simplifying and unifying this process in our responses will aim 
to improve community members experiences and outcomes.

Having an overarching cross-organisational 
framework that organisations can align to, 
but enable flexibility within organisations to 
respond to their customers’ unique needs 

and circumstances.

The needs of community members vary greatly and 
applying a more flexible and people-centred approach 
to our cross-sector responses will help to ensure these 
individual needs are met in our responses. Existing 
disabilities, financial situations and various other factors 
may influence a community member’s requirements for 
support and these need to be taken into account through a 
system of flexibility. 

Embedding continuous feedback loops with 
staff, other organisations and communities to 
monitor and evaluate plans and approaches 
to inform ongoing improvements.

Not only do the community’s needs vary, but these diverse 
needs can also change throughout the recovery process. 
Engaging in continuous, open communications with the 
community, other organisations and staff can help identify 
these new barriers and opportunities for support and enable 
organisations to adapt their services to fit these changing 
needs. 

This action aims to support the local economy and 
community. Participants discussed the value of ‘thinking 
local’ and partnering with local providers to proactively 
deliver training that supports staff and community 
members to prepare for future disasters. Organisations 
should consider local context, community needs and what 
local training providers can offer. 

Collaborating across sectors to streamline 
training delivery, to utilise resources 
effectively and to shape an aligned 
disaster response.

Connection opportunities should be fostered both within 
communities and across organisations and sectors to 
create an aligned and inclusive ecosystem. Preparing 
training programs across multiple sectors that are guided 
by the same overarching principles will assist in creating 
better prepared staff and more aligned organisations 
that can deliver effective support and services to the 
community. 

Investing in proactive mental health 
training for frontline staff.

Investing proactively in mental health training and access 
to support services for frontline staff in preparation for 
disaster events will assist in ensuring the continuity of 
critical support and services for the community and help 
avoid burnout and vicarious trauma among staff.

Engaging with local training providers to 
deliver training for staff and community.

Aligning responses across sectors to make 
it easier for people to navigate accessing 
services and assistance (i.e. aligned eligibility 
criteria and processes for accessing hardship 

programs for essential services). 

Consistency of organisational responses and processes can 
simplify the service and support ecosystem and make it 
easier for people to access the assistance they need. Strong 
referral pathways between organisations can also prevent 
people from the emotional impacts of having to tell their 
story to multiple service providers.

Develop and deliver accessible and 
inclusive communications for 

diverse communities.  

THIS COULD BE ACHIEVED THROUGH A NUMBER 
OF ACTIVITIES INCLUDING:

Engage with Culturally And Linguistically 
Diverse (CALD) community organisations and 
community leaders to design culturally sensitive 
communications and assist with reaching 

communities through appropriate channels. 

Only through partnering with local community organisations 
and individuals can we best understand the cultural needs 
of the diverse communities we aim to serve and support. 
Through engagement with existing and trusted channels 
such as community-led groups, events and communications 
(i.e. local newsletters and radio stations) and collaboration 
with community leaders, we can ensure information about 
our services is accessible and relevant to the communities 
we aim to serve.

Consider the use of dynamic translation 
capabilities and assistive technology online 
and the availability of interpreters on the 
ground. 

Our digital and on-the-ground services must be accessible 
for people with diverse communication needs. Relevant 
technology and well-trained staff that are equipped to 
clearly and respectfully communicate with people with a 
cognitive disability, specific communication needs, and 
people from CALD backgrounds should be considered at all 
touchpoints with the community.

Consider people experiencing digital, 
geographic and social exclusion in the design 
of all services and communications. 

Participants recognised that community members may 
be experiencing digital, geographic or social exclusion 
prior to a disaster event or this may occur as a result of 
a disaster event. Service offerings and communications 
should consider these people in their design and dedicated 
approaches to engagement and communication may be 
necessary. 

Collaborate across sectors to create 
collective disaster planning and 
response frameworks to inform 

aligned responses.  

THIS COULD BE ACHIEVED THROUGH A NUMBER 
OF ACTIVITIES INCLUDING:

Engaging with peak and member bodies, such 
as the Insurance Council of Australia, to drive 
industry-wide aligned plans and responses. 

Align training across sectors, 
proactively deliver training and have 
support structures in place prior to 

disaster.  

THIS COULD BE ACHIEVED THROUGH A 
NUMBER OF ACTIVITIES INCLUDING:
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Following the ideation activity, participants were asked to reflect upon one key 
lesson they had drawn from the day’s activities. Across the dozens of answers, 
the graph below denotes the common themes that emerged from participant’s 
responses.

“We would recommend that 
organisations looking to apply 
these learnings in different 
contexts engage with local 
community members. “

LESSONS LEARNED

Working together across the 
ecosystem

Making up more than a quarter of responses, 
participant’s cited cross-sector collaboration and 
aligned responses to disaster as their main takeaway 
from the roundtable discussion. The diversity of 
organisations present during the workshop and the 
diversity of voices, opinions and ideas throughout 
the activities highlighted the need for greater 
collaboration across industries to deliver the most 
effective and meaningful results for customers and 
community members. Participant’s also noted that 
this collaboration would help to alleviate barriers to 
communication and access for community members 
seeking support following a disaster and pledged to 
work together to break down the silos that prevent 
aligned, unified responses from occurring across the 
service ecosystem.

Understanding people

Participants reflected on the influence of local voices 
in organisational responses and on their hopes to 
build their services from the ground up, encouraging 
community input to guide their decisions. Many 
respondents noted listening to the diversity of voices 
and experiences within the community as integral to 
providing a holistic and community-driven response 
that integrates empathy and understanding into its 
practice. This incorporation of local knowledge and 
the impact of the personal, emotional stories that 
came out of the research were a common takeaway 
from the workshop and inspired participants to think 
more closely about the connections they have with 
their customers / clients and the broader community 
they serve.

Ways to provide support to 
communities

The need to communicate organisational assistance 
offerings effectively across a number of channels that 
are inclusive and accessible was another common 
takeaway listed by respondents. Offering this 
information and assistance from an early stage and 
collaborating on planning, preparedness and training 
activities were listed as high priorities for an effective 
disaster response. A focus on empathy in the service 
ecosystem and understanding the needs of specific 
cohorts as well as those of the wider community 
were also listed as important factors in effective 
communication following a disaster. 

Recognition of all phases

More than 15% of respondents referred to the 
recognition of long-term impacts of disasters and 
the need to be prepared for future disasters as their 
key takeaway from the roundtable. The responses 
that reflected on the ‘recognition of all phases’ (from 
preparedness through to long-term recovery) focused 
largely on mental health and well-being factors within 
the community. Participants noted that though these 
emotional effects are often felt long after the disaster 
event itself, there are opportunities for intervention 
and support at much earlier stages in the process. 
Consistent, empathetic communications are required 
to ensure we continue to meet community members’ 
changing needs and these were listed often in 

participants’ responses. Investing in preparedness 
activities and a “toolkit” that incorporates lessons 
from lived experience to help support mental wellness 
were also noted as important takeaways from the 
discussion. 

Process for reflection and 
learning 

Respondents noted lessons of reflection and learning, 
hoping that in the future they, their organisations 
and the entire service ecosystem would acknowledge 
the actions of the past and learn from their mistakes 
and successes to improve their services. Participants 
also cited that not making assumptions about the 
community’s needs was an important takeaway from 
the discussion, as well as the practices of collective 
reflection and the cross-pollination of these lessons 
across sectors. 

Support staff

Support for staff and frontline workers was also 
a common lesson throughout the workshop and 
participants reflected on the need to offer improved 
training and support to allow their staff to provide 
critical services and support to the community 
in a disaster event. Encouraging more robust 
organisational preparedness activities to support 
resilience and wellbeing amongst staff was seen as an 
important factor in providing coordinated and unified 
disaster response services.

WORKING TOGETHER ACROSS THE ECOSYSTEM 

UNDERSTANDING PEOPLE

WAYS TO PROVIDE SUPPORT TO COMMUNITIES

RECOGNITION OF ALL PHASES

PROCESS FOR REFLECTION AND LEARNING

SUPPORT STAFF

26.5%

23.5%

20.4%

15.3%

8.2%

6.1%

LESSONS LEARNED BY 
WORKSHOP PARTICIPANTS 
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Following the reflections on the lessons they learned, workshop participants 
were asked to identify one simple, manageable action that they could commit 
to which would improve their services and provide better support to the 
community following a disaster. This section of the report highlights the key 
commitments from roundtable participants. 

TAKING ACTION

Use human-centred 
approaches 
and work with lived 
experience and local 
community

Participants drew heavily upon the 
lessons of human-centred design 
and working with lived experience, 
with 23.7% of commitments 
referring to the involvement 
of local communities in future 
approaches. Participants pledged 
to map customer journeys, 
advocate for working with lived 
experience and “proactively 
engage the community in any 
response,” showcasing a breadth 
of intentions that embodied the 
ideals of human-centred design. 

Collaborate with 
others

A key takeaway that appeared 
consistently throughout the 
workshop was the emphasis 
on effective collaboration in 
an aligned disaster response. 
Many of the participants made 
valuable cross-sector connections 
during the workshop and hoped 
to pursue these further, whilst 
others committed to building 
more sustainable, cross-sector 
partnerships and removing 
existing barriers to foster greater 
collaboration in the future. 

Share the research 
and lessons with 
others

It is TCP’s hope that the Disaster 
Planning and Recovery Project can 
contribute to the growing body 
of knowledge around disaster 
preparedness and can help inform 
future responses to disasters. 
18.6% of participants shared this 
desire, committing to sharing the 
information and lessons learned 
from the project both internally to 
their executives and fellow staff, 
and externally to partners and 
relevant organisations. 

Improve processes, 
policies and services 
for customers

The discussions held during 
the workshop focused greatly 
on community outcomes and 
this was reflected on during 
the ‘taking action’ activity. 
Participants cited more 
collaboration and improved 
policies and practices to 
support customers experiencing 
vulnerability as key components 
of how they intend to improve 
community outcomes. Similar to 
the human-centred approach 
actions, these commitments 
placed community needs at 
the forefront and pledged to 
bring them to the centre of the 
decision-making processes in the 
future. 

Develop and 
use accessible 
and inclusive 
communications

Barriers to accessing disaster 
information and communications 
was identified through Phase 1 
of the research as a key barrier 
to people receiving the services 
and support they need and 
making informed decisions in 
a disaster event. Workshop 
participants made commitments 
to ensure more inclusive and 
accessible communications are 
available to the community, 
especially for people experiencing 
vulnerability and those with 
specific communication needs, 
with 13.6% listing improvements 
to communications in their 
commitments. 

Develop disaster 
management and 
response plans

10.2% of respondents made 
commitments to begin the 
development of organisation-
wide disaster response plans, 
hoping to take the lessons they 
learned from the roundtable 
workshop back to their 
organisations to implement better 
disaster preparedness. Through 
actions such as up-skilling current 
staff and ensuring their disaster 
response plans relate to the 
needs of their customers / clients, 
these participants committed to 
making specific improvements 
to their organisational readiness 
in the face of potential future 
disasters. 

23.7% 18.6% 18.6% 15.3% 13.6% 10.2%

“A key takeaway that 
appeared consistently 
throughout the workshop 
was the emphasis on effective 
collaboration.“

Use human-centred approaches and work 
with lived experience and local community 

Work in collaboration with others 

Share the research and lessons with others

Improve processes, policies, and services for 
customers 

Develop and use accessible and inclusive 
communications
Develop our own disaster management and 
response plans 

ROUNDTABLE PARTICIPANTS BY STATE
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“Our strength lives in our 
shared values; we don’t 
compete, we collaborate. We 
grow together and we make 
change happen together.”

Connect 
with 
current 
initiatives 

WANT TO MAKE A START?  

As well as supporting new initiatives 
within organisations, TCP encourages 
organisations to connect with, learn from, 
support and leverage initiatives currently 
happening in the disaster response, 
resilience and recovery ecosystem. 

The following table lists the ongoing 
initiatives that embody one or more of 
the above commitments which can be 
used as excellent learning tools for future 
initiatives and as clear examples of these 
commitments in action.  

- Ciara Sterling
CEO of Thriving Communities Partnership
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Connected Future
Infoxchange, Credit Union Australia (CUA) and Australian Red Cross are collaborating to ensure people living in disaster 
prone areas in Australia are digitally confident and capable before, during and after disasters. Using a human-centred 
design approach involving community stakeholders, we are working to identify and develop innovative solutions to help 
reach digitally excluded Australians.  Learn more about the Connected Future program here or watch the TCP Connect 
Webinar episode where chat about the initiative here.

ReCap - Holistic, Strengths-based, Inclusive Resources for Disaster Recovery
Recovery Capitals, or ReCap, supports wellbeing after disasters with evidence-based resources for people and organisations 
engaged in recovery.  Learn more and access the ReCap resources here.

Good Shepherd Protect What Matters Most - Disaster Proof your Finances Guide
The Disaster Proof your Finances Guide provides a step-by-step guide for people to help get financially ready and back on 
their feet if they are affected by a disaster.  Access the guide here.

Disability inclusive Disaster Risk Reduction (DIDRR) Framework and Toolkit
Designed in consultation with the community, the DIDRR Framework highlights the things that people with disability, 
community and disability support services and local disaster management can do to decrease risk and increase the 
resilience of people with disability to disaster.  Learn more about the framework and toolkit here.

Corporate2Community’s Doing Disaster Differently Podcast
The podcast invites disaster experts from businesses, communities, governments and not-for-profits to chat about 
what they need to think and do differently when it comes to before, during and after disasters. Tune into Doing Disasters 
Differently: The Podcast on your Podcast streaming service.  Learn more about corporate2community’s other services and 
programs supporting resilient businesses and thriving communities before, during and after disaster events here.

TCP’s Disaster Planning and Recovery Insight Videos
The insights videos created with people with lived experience and the Community Stories developed through the Phase 1 
research are  valuable resources to build awareness and bring the voice of lived experience into your conversations about 
disaster planning and recovery internally. Insights videos can be accessed here.  Community Stories can be found here.

CONNECT WITH 
CURRENT INITIATIVES

Use human-centred 
approaches and 
work with lived 

experience and local 
community

Work in 
collaboration 
with others

Share the 
research and 
lessons with 

others

Improve 
processes, 

policies and 
services for 
customers

Develop and 
use accessible 
and inclusive 

communications

Develop our 
own disaster 
management 
and response 

plans

The Commbank Weather Data model
CommBank customers impacted by natural disasters can now expect same-day tailored support solutions from their bank 
thanks to a new purpose-built data model solution. The new technology solution uses custom-built algorithms to monitor 
in real-time, a mix of data points from official emergency sources and weather alert systems to offer same-day 1:1 support 
to those customers impacted by natural disasters. The new smart data model analyses and interprets these data sources 
to help the bank accurately send alerts to affected customers the same day to offer assistance that may be relevant to their 
needs.  Learn more about the Commbank Weather Data Model  here.

https://www.infoxchange.org/au/community-programs/connected-future
https://www.thriving.org.au/tcpevents/tcp-connect-webinars/series-two---embedding-the-good/etd-episode-5?fbclid=IwAR0gnUphV2kSje3ZtG-J2Mi2cAWIfpOyc1-R9tmToG8dCvWeBJxD45i5xig
https://recoverycapitals.org.au/?fbclid=IwAR2ulTjyq9zqWpE_hV_P7IxCvsWR-fi-oEdegWG30-c1amQuXnR8cbRz8M0
https://goodshep.org.au/publications/disaster-proof-toolkit/
https://qdn.org.au/our-work/our-projects-2/disability-inclusive-and-disaster-resilient-queensland/
https://corporate2community.com/about/
https://www.thriving.org.au/files/Projects/Disaster%20Planning%20and%20Recovery%20Collaborative%20Research%20Project/Workshop%20Resources/TCP%20Disaster%20Planning%20and%20Recovery%20Project_Phase%201_Community%20Story%20Artefacts.pdf
https://www.commbank.com.au/articles/newsroom/2021/03/CBA-natural-disaster-weather-data-model.html
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Where to 
from here

It is hoped that the lessons learned from 
TCP’s Disaster Planning and Recovery 
Collaborative Research Project will 
contribute to the growing body of 
knowledge around how to improve 
disaster preparedness and bolster 
community resilience. We encourage 
all participating organisations and TCP 
partners to share the research and ideas 
internally and with their network and 
to continue collective conversations 
around how to improve our ecosystem 
of disaster responses.

We encourage all organisations to 
continue to share with us how they have 
taken the lessons learned back into their 
work and what actions have emerged 
since we last got together. 

Let us know what you have been doing 
by filling in this link here.   

TCP will soon release the research findings for 
Phase 2 of the project which aims to understand 
the experience of people on the frontline before, 
during and after a disaster event. The research 
builds on the key themes and ideas identified in 
the roundtable discussions by developing a deeper 
understanding of how people working on the 
frontline interact with local community members, 
with others in the organisations they work for, and 
with the industry they are a part of. 

The experiences of these workers help to build an 
understanding as to what can impede or enable 
efforts to better support local communities in 
the lead up to, during and in the recovery phases 
of a disaster. By mapping these findings to the 
experiences of local community members and small 
businesses (the findings from Phase 1), the research 
will also seek to support organisations to better 
understand why there may be a gap between the 
support and experience they wish to provide to 
local communities, and the experience of the local 
community members. The research also highlights 
the interconnected nature of the disaster  response 
and recovery ecosystem, the flow-on effects of 
organisation, and reinforces more than ever the 

need for cross sector collaboration and the importance 
of taking a holistic, ecosystem view.

TCP is also facilitating a Disaster Planning and Recovery 
Don’t Just Think Tank with local Townsville organisations 
and national organisations with a Townsville 
footprint. The TCP Don’t Just Think Tanks (DJTT) are 
an opportunity to bring together a small group of 
organisations who want to collectively, safely and 
adaptively come together to explore the problem, and 
to then trial and test some initiatives that will contribute 
growing the body of evidence and knowledge about 
what works and what doesn’t work.  

The Phase 2 research and DJTT is Townsville-centric, 
but as with Phase 1 we recognise the broader 
applicability across regions and disaster contexts and 
we look forward to sharing outputs and initiatives 
broadly with our network.

“We are committed to ensuring 
this research is used to create 
real and meaningful change.“

https://www.surveymonkey.com/r/Z78RW39
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Our work would not be possible without  
the support of all our Partners
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