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A MESSAGE FROM
THRIVING COMMUNITIES
PARTNERSHIP CEO

The TCP Connect Webinars create the
opportunity for all members of the
Thriving Communities Partnership (TCP)
network to come together to learn, share
and connect with one another, all for the
purpose of ensuring that everyone in
Australia has fair access to the modern
essential services they need to thrive in
Australia.

CIARA
STERLING
2020 was a year of disruption with the COVID-19
pandemic changing all of our lives. Our first TCP
Connect Webinar Series gave us great insight
into the changing world that we were living in,
helping us to navigate these changes together
as a connected and supportive network of
organisations.
One of the most important collective lessons is
that being vulnerable is part of being human,
and that everyone will experience moments of
vulnerability throughout their life.
We saw many organisations change their
approach to how they support their employees,
people and the communities they serve which
has led to numerous positive changes in
processes and practices, and the embracing of a
more inclusive and flexible work culture.

“Being vulnerable is part of
being human, and everybody
will experience moments
of vulnerability throughout
their life.“

In Series Two, ‘Embedding the Good’, we focused
on how to embed and entrench the good that
has come out of the COVID-19 pandemic to
ensure these lessons are not soon forgotten.
The ‘Embedding the Good’ Series ran across
ten episodes from February to June 2021.
We spoke with 18 inspiring speakers and
connected with over 700 participants from
across 163 organisations - the power and
belief in collaboration and connection has truly
astounded us. We feel so privileged to facilitate

so many incredible conversations with these
humans from across the TCP network, and we
hope that through sharing the insights from
these webinars we can continue to build our
collective capability and understanding of issues
relating to vulnerability and inclusion.
This report contains within it the key insights
from all 10 episodes of the ‘Embedding the
Good’ series and we hope that you can continue
to connect with and be inspired by the valuable
lessons it contains. We’ve heard of the value our
partners receive from the CEO Insight Emails
we send out following each webinar and it has
been a privilege to watch the connections our
fellow humans have made as a result of these
conversations.
I would like to express my sincere gratitude to
all the guest speakers who helped bring this
series to life and to all the TCP staff who helped
facilitate the conversations. I’d also like to thank
our partners UTS for their continued efforts in
providing us technological support throughout
the series.
This series has taught us that we need to reflect
on how to harness this moment in time for good
and to use it to help drive better practice. Now is
the time for change and we must ensure we carry
this momentum into the future and continue to
embed the good.

- Ciara Sterling
CEO of Thriving Communities Partnership
4
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ABOUT THIS
REPORT

This report is a
compilation of the key
insights that TCP have
drawn from each of
the episodes in the
Embedding the Good
Series of the TCP
Connect Webinars.

The TCP Connect Webinars

What you’ll find in this report

The TCP Connect Webinars create the opportunity
for all members of the Thriving Communities
Partnership (TCP) community to come together
to learn, share and connect with one another,
all for the purpose of ensuring that everyone in
Australia has fair access to the modern essential
services they need to thrive in Australia.

For each episode you will find:

Series Two - Embedding the Good
In our second series ‘Embedding the Good’, we
observed that our experience through COVID
reinforced the understanding that anyone can
experience vulnerability at any time in their lives.
This has led to positive changes in many
organisations’ processes and procedures, and
embracing a more inclusive work culture. As
we moved into 2021 we invited participants to
reflect on how to harness this moment for good
and to drive better practice, embed the good
that has emerged from 2020 and not to lose the
momentum.

• The key insights drawn from the discussion
each week, including links to relevant resources
and places to find out more information
• The #Keepthegood pledges from each of our
webinar speakers
• A visual montage of the responses from
webinar participants to a question we asked
the audience each week
• A link to the episode recording
You’ll also find a summary of the inspiring
#Keepthegood pledges on page 48. With
these pledges, we hope that organisations
and individuals will reflect upon the positive
changes that occurred within their industries
and personal lives as a result of the pandemic
and pledge to harness the current movement for
good. We encourage you to use these pledges
as inspiration, to have conversations within your
own organisations about what good you will
pledge to keep moving forward.
It is our hope that people will use these pledges
to foster better practice and improved wellbeing.
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EP 1 - SETTING THE SCENE AND
UNDERSTANDING THE OPPORTUNITY TO
EMBED THE GOOD 2021
Date of episode: 24 Feb 2021
View the webinar recording here
SPEAKERS

Fiona Guthrie, CEO of Financial Counselling Australia (FCA)
&
Laura Higgins, Senior Executive Leader at the Australian
Securities and Investments Commission (ASIC)

Fiona and Laura ended the webinar
with their #keepthegood pledges

“You don’t keep the good
if you don’t know what it
is. We will sit down and
have the conversation
about what is good
that we want to try and
keep for the sector and
what is good for our
organisation.”
-Fiona Guthrie

“We’re certainly going to
continue to amplify the
work of others.”
- Laura Higgins

8

The first episode in our Embedding the Good
series featured Fiona Guthrie, CEO of Financial
Counselling Australia (FCA) and Laura Higgins,
Senior Executive Leader at the Australian
Securities and Investments Commission (ASIC).
This fantastic conversation highlighted some
of the overarching lessons we learned from the
Coronavirus pandemic and explored ways that
we could harness them in our policy and practice.

Here are the main takeaway points
from this discussion:
2020 showed us that things we thought
were impossible were possible.
Collaboration and kindness were evident in
actions including significant increases in Jobseeker
payments, providing accommodation to people
experiencing homelessness, and an aligned response
by the finance sector to mortgage deferrals. In the
face of such uncertainty, we collectively proved that
we can build an ecosystem of kindness that focuses
on supporting the community holistically. We saw a
level of compassion previously unseen and proved that
this level of cohesion and understanding was possible.
9
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We asked the audience

What is one positive change that you
would like your organisation to keep?

The pandemic changed the narrative
of the working world and shifted the
dynamics of how we understand work.
Assumptions surrounding working women, working
mothers, working from home and flexible working
arrangements have changed in a positive way. With
the blending of people’s home lives and their work
lives through COVID, we have seen how embracing
flexibility can benefit organisational and human
outcomes.

Although we missed face-to-face
interactions, moving almost entirely
online opened up a whole new world of
possibilities.
Interstate connections improved, access to services
from home became available and the flexibility
that came from remote work created a more
individualised and tailored work environment.

One of the most important lessons
of 2020 was the understanding that
everyone can experience vulnerability.
10 million people visited the Moneysmart website in
2020, suggesting that a vast amount of the public
were now considering their financial wellbeing,

10

regardless of their previous situations. The shared
understanding of vulnerability is integral moving
forward as it can move conversations from individual
blame and shame to that of shared responsibility,
empathy and an understanding that anyone can be
at risk of vulnerability at any time.

We asked the webinar audience to
share the one positive change that has
emerged from COVID that they would
like their organisation to keep.
With over 60 responses, the following key
themes emerged; flexible working arrangements
and working from home, remote collaboration,
greater connection and empathy, increased digital
capabilities and a focus on building awareness
around mental health were all identified as positive
changes from COVID.
Fiona and Laura ended the webinar with their
#keepthegood pledges. Laura pledged to “continue
to amplify the work of others”, while Fiona observed
that “you don’t keep the good if you don’t know
what it is”, and pledged to “sit down and have the
conversation about what is good that we want to
try and keep for the sector and what is good for our
organisation.”
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EP 2 - GENDER EQUITY AND FOR PEOPLE
IMPACTED BY FAMILY VIOLENCE, AND HOW TO
MOVE FORWARD WITH HOPE
Date of episode: 10 March 2021
View the webinar recording here

SPEAKERS

Rosie Batty, 2015 Australian of the Year and Family Violence
and Gender Equality Campaigner
&
Catherine Fitzpatrick, Director for Customer Vulnerability and
Financial Resilience at Westpac

Our second episode in our Embedding the Good
series featured Rosie Batty, 2015 Australian of
the Year and Family Violence and Gender Equality
Campaigner alongside Catherine Fitzpatrick,
Director for Customer Vulnerability and Financial
Resilience at Westpac. This insightful, valuesbased discussion delved into the gendered
impacts of COVID-19, explored corporate and
community action regarding domestic and family
violence and discussed the concepts of hope,
trauma and personal growth.

Here are the main takeaway points
from this discussion

The flexibility offered to balance work and caring
responsibilities broke the mindset about working
from home. However, we also know feminised
industries were hardest hit during the pandemic hospitality, recreation, accommodation and tourism
etc. More needs to be done to ensure fair and equal
opportunities for employment across all industries.

Lockdown taught us many things,
including how to sit in our discomfort
and how to draw from within.

“Unlikely partnerships” are forming
across and within community and
corporate sectors to actively address
domestic and family violence.

.We were reminded that life is a learning journey
and there is so much more to learn about
yourself, your strength, your capabilities, your
resourcefulness. and the importance of those
around.

The understanding of domestic and family violence
as a “shared problem” has been integral to change.
Organisations are committed to sharing information
and networking with experts to create institutional
systemic change across the ecosystem.

Rosie and Catherine ended the webinar with
their #keepthegood pledges.
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COVID has impacted women in both
positive and negative ways.

“No matter how much
self-doubt I have, to
feel the fear and do it
anyway”
- Rosie Batty

In the past 5-7 years, there has been a
“seismic shift” in attitudes and a ripple
effect in commitment to support victimsurvivors of family violence.
We asked the webinar audience to share what
change they have seen in family violence and/
or gender equity over the past 5 years. There was
recognition of a deeper understanding of all forms of
family violence and its consequences. The audience
has seen more institutional awareness of the
issue and an increasing commitment to tackling it.
However, there was also acknowledgement that we
still need more effective action and now is the time
to push for that.
Catherine and Rosie ended the webinar with their
#keepthegood pledges. Rosie’s pledge resonates
as a marker of everything that she has endured in
the past 7 years, committing that “no matter how
much self-doubt I have, to feel the fear and do it
anyway.” Catherine also pledged “to continue to
find and create those unlikely partnerships that
will help us solve these problems.”

“To continue to find and
create those unlikely
partnerships that will
help us solve these
problems”
- Catherine Fitzpatrick
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We asked the audience

What change have you seen in family violence
and/or gender equity over the past 5 years?

In the week following this webinar we saw the
March4justice movement call for an end to
gendered violence, with thousands of people
making their voices heard. The words of Rosie
Batty in this week’s webinar resonated loud and
clear when she highlighted that as a community,
“we are now ready to listen” to the loud, powerful,
inspirational women like Grace Tame (Australian
of the Year 2020) who are standing up for
women everywhere.
Rosie reflected that this is another watershed
moment, in a period of time where the
momentum for change has real impetus; this
is not a woman’s problem. It’s a time for men
to walk beside women and to be part of the
solution, and we are seeing more men stepping
up and speaking out and joining the journey.
We thank Catherine and Rosie for this deep, open
and inspiring conversation and the vulnerability
and honesty they shared.

14
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EP 3 - FINANCIAL STABILITY FOR PEOPLE
IN PRISON AND THE CHANGES THAT HAVE
EMERGED IN THE CORRECTIONS ECOSYSTEM
IN 2020
Date of episode: 24 March 2021
View the webinar recording here

SPEAKERS

Peta Blood, Manager Services Development and Integrity at
Corrective Services NSW, Department of Communities and Justice
&
Charlotte Jones, General Manager, Mental Health Legal Centre

In our third episode we spoke with Peta Blood,
Manager Services Development and Integrity
at Corrective Services NSW, Department of
Communities and Justice and Charlotte Jones,
General Manager, Mental Health Legal Centre
about the role of financial stability for people
in prison, processes for reintegration and the
changes that have emerged in the corrections
ecosystem in 2020.

Here are the main takeaway points
from this discussion:
We saw remarkably responsive
reactions within the corrections system
in response to the COVID-19 crisis.
Humanity and dignity were paramount to
creating a collective, orchestrated response to
the pandemic within the corrections system.

- Charlotte Jones
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The use of technology within prisons
during the pandemic was transformative
for the experience of people in prison.
The tyranny of distance in Australia was recognised
as a challenge that was overcome during the global
pandemic. Providing inmates with access to iPads to
see their children, partners, families and even much
loved family pets, was another positive example of
how health and humanity were a key focus in the
corrections system response. This is something that
it is hoped will remain in future practices.

Removing the stigma about being in
prison and focusing more on processes
of reintegration is integral to the future
of the corrections system.

Peta and Charlotte ended the webinar
with their #keepthegood pledges

“Enabling people in prison
to keep more connected
to life in the community...
so it retains their
humanity. The more we do
that, the further we’ll go.”

As a result, corrections services coordinated
with external support services to create a safe
and comforting environment for everyone within
the facilities, and ensured inmates safety and
well-being was prioritised.

“To continue to connect
our organisations,
service providers, good
people that can make a
difference and absolutely
to continue the dignity for
inmates in this space.”
- Peta Blood

Setting people up for reintegration in terms of debt
reduction and other aspects including education,
employment plans, accommodation and even more
spiritual and community needs will assist in removing
this stigma and allowing these men and women
the fresh start they are entitled to.

It’s also important to remember that many
women in the prison are carrying the debt
of their partners who may also be in the
corrections system. The majority of women
in prison have actually been victims of crime
themselves.

Processes for debt management that
understand the complexities that
exist within the corrections system are
essential for the financial stability of
people in prison and their families.
Prisoners don’t go into prison with the simplicity
we think and creating a people centred
approach to deal with their complex needs
is critical if we are to address recidivism in an
outcome focused way.

People in prison are still customers and
service providers have a responsibility
to them.
We need to address the barriers to connecting
with service providers, negotiating debt
arrangements and waivers, and putting
people on the right plans to support their
integration process, before debt quickly
spirals to unmanageable amounts.
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We asked the audience

What’s one change you would like to see
happen for organisations to better support
the financial stability of people in prison?

Webinar participants shared with us
what was one change they would like
to see to better support the financial
stability of people in prison.
Reduced stigma, improved ways to negotiate
with creditors and reduce debts, more support
for families and access to financial counselling
were a few of the ideas that were shared.
If you haven’t read TCP’s Fostering Financial
Stability for People in Prison Phase 1 Report, you
can access it here. We are pleased to share the
Easy English and Screen Reader versions of the
report with you all too.
We thank Charlotte and Peta for their positive
and insightful reflections on the corrections
system and look forward to working alongside
them to continue to make improvements within
the sector.

18
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EP 4 - GENDER EQUITY IN OUR WORKFORCES
AND HOW WE CAN BETTER SUPPORT
PARTICIPATION AND COVID-19 RECOVERY
Date of episode - 7 April 2021
View the webinar recording here

SPEAKERS

Julie Kun, CEO of WIRE
&
Caitlin Mountford, National Communications and Marketing
Manager

In our fourth episode we spoke with Julie Kun,
CEO of WIRE and Caitlin Mountford, National
Communications and Marketing Manager, Fitted
For Work about the Victorian Gender Equality
Act, our collective responsibility to achieve
gender equity in the workplace and how we can
better support women’s workforce participation
and COVID recovery.
The World Economic Forum’s Global Gender
Gap Index 2020 ranks Australia 44th out of 153
countries in the index, down from 39th place last
year. With the sobering finding that gender parity
will not be attained for 99.5 years, it is essential
that we change what isn’t working and embed
and scale the good that will drive gender equity
and shift these statistics.

One of the big lessons learned was that
if we want to help women get and keep
work, we need to invest in funding for
free childcare.
The overwhelmingly positive impacts of free
childcare during COVID should act as the impetus
for change into the future. Women’s labour force
participation was heavily reduced during the
COVID-19 pandemic. A key reason for this was as

Increasing women’s participation in the
workforce not only leads to a better
standard of living for individuals and
families, but also improves the bottom
line of businesses and is a significant
driver of national economic growth.
The Grattan Institute has predicted that
increasing the workforce participation of women
by 6% could increase Australia’s GDP by $25
billion (read more).

Julie and Caitlin ended the webinar
with their #keepthegood pledges

“Keep on challenging
myself and my organisation
and support those that
challenge me… even at
times when that can make
me uncomfortable.”
- Julie Kun
20

a result of women being overrepresented in the
casual or part-time workforce, in the hardest hit
industries, like hospitality and retail. Supporting
free childcare can create greater opportunities for
women to engage in the workforce and can ease
the load of unpaid care responsibilities in the home.

“To learn from the lessons
brought about during COVID
and pledged “to continue
harnessing technology to
increase accessibility and
flexibility.”

The Victorian Gender Equality Act has the
potential to create a platform for cross-sector
collaboration and co-learning to assist the
implementation of structural changes in
regards to gender equity in the workplace.
The act applies a gendered lens to all policies and
programs; past, present and future and helps
us isolate and eliminate the systemic sources of
gender inequality. The learnings from this act
can be used to help govern not only the entities
defined under the act, but also businesses and
organisations across the country (read more).

Changes to simple things like language,
recruitment processes and general
communications can create a more
inclusive and engaging space for women
to participate further in the workplace.
By taking a gendered lens to the way we
advertise and communicate job opportunities,
women are more likely to see workplaces as
inclusive and consequently will be more likely to
apply for roles. The ‘She Works’ program at Fitted
for Work creates diverse recruitment solutions for
businesses seeking to attract and retain quality
female employees (read more).

- Caitlin Mountford
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We asked the audience

What is one thing you pledge
to support gender equity?

We need to call out our own biases and
privileges. It is our responsibility to strive
for gender equity in a nonhomogeneous
fashion and recognise that factors
like race, age and disability are just as
important in policy making.
Discrimination and inequality do not only pertain
to gender. We must ensure that we remove all
barriers to equity. Intersectionality must be taken
into account so that we can achieve what Julie
denotes as “equity through diversity.”

Webinar participants shared with us the
ways in which they intend to support
gender equity in the workplace
.Challenging the system, listening, calling out
gender bias, considering our own privileges
and biases, spreading awareness, challenging
ourselves and having difficult conversations were
some of the key comments (read more).
Julie and Caitlin ended the webinar with their
#keepthegood pledges.
We thank Julie and Caitlin for their inspiring
insights into the current and future roles of
women in the workplace and stand alongside
them in the pursuit of continued change towards
gender equity.

22
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EP 5 - THE IMPORTANCE OF DIGITAL INCLUSION
AND THE AWARD WINNING CONNECTED FUTURE
PARTNERSHIP BETWEEN INFOXCHANGE, RED
CROSS AND CUA
Date of episode: 21 April 2021
View the webinar recording here
SPEAKERS

Jess Perrin, Head of Social Innovation and Digital Inclusion,
Infoxchange
&
Carolyn Ratnik, Community Action Coordinator, Australian Red
Cross

In our fifth episode we spoke to Jess Perrin,
Head of Social Innovation and Digital Inclusion
at Infoxchange and Carolyn Ratnik, Community
Action Coordinator at Australian Red Cross
about the importance of digital inclusion, the
importance of community voice and the award
winning Connected Future partnership between
Infoxchange, Red Cross and CUA.

Here are the main takeaway points
from this discussion:
Working with the community is
instrumental to the design and
implementation process of a new
program.
The Connected Future program is a partnership
between Infoxchange, Australian Red Cross and
CUA which aims to build digital inclusion and
digital confidence. It has highlighted the way in
which human centred design and community
engagement is imperative to achieving effective
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and meaningful change. Through their recent
design and research phase they met with 84
community members to build relationships, gain
insights and design their upcoming prototype.
This has allowed them to build a program centred on the
needs of the community they are seeking to support.

When we listen to community voice,
opportunities that were previously
closed to us can open up and drive
forward our collective efforts for
sustainable change.
The Connected Future program aligns the
community need of bushfire preparedness to
engagement with digital inclusion and literacy.
Focusing the program on the needs of the
community has motivated community members
in both their own digital inclusion and bushfire
preparedness journey. This has also allowed the
program team to identify barriers, such as fear
of using technology, in the research and design
phase which enables them to design approaches that
overcome these barriers in the prototyping phase.

How can we all increase the voice of
community in our programs? We asked
the audience and here were a few of their
suggestions.
Engage with the community through the
whole process of a program from design to
implementation. Understand the diverse voices
within the community, not just the loudest.
Create strong relationships with community
groups, networks and organisations to engage
with. Design with, not for community. Involve the
executive and board levels of your organisation
in the process & provide feedback loops to the
community through channels that work for them.

Partnerships between organisations take
time to develop, and a regular rhythm of
contact and discussion is integral to their
success.
The partnership between Infoxchange, Red
Cross and CUA has shown Jess and Carolyn that
in order to achieve the most value from both their
projects and their partnership, continued contact,
trust and relationship building is paramount.
Returning to the shared values and goals that
brought them together in the first place allows
them to operate in a manner that benefits the
community they serve and the partnership
they’ve built. This approach is based on the work
of the Partnership Brokering Association, which
you can read more about here.
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We asked the audience

What is one way you could increase the
voice of the community in your programs?

Jess and Carolyn ended the webinar
with their #keepthegood pledges.

“Make the time,
in short bursts,
regularly and
thoughtfully, to find
that opportunity for
collaboration.”
- Jess Perrin

Collaborating through a shared goal
allows these organisations to achieve
something that they never would have
achieved working independently.
is a great example of collaboration and crosssector partnerships in action. More info on the
Connected Future partnership and program here.
We would like to thank Jess and Carolyn for
taking the time to speak to us on the power of
digital inclusion and community voice and all
about their inspiring work through the Connected
Future partnership.

“To continue to bring
the community voice
to the forefront of all
design work that I do.
Without the voice,
there is no purpose.”
- Carolyn Ratnik

26
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EP 6 - HOW ORGANISATIONS CAN NAVIGATE
THE HYBRID WORKPLACE DURING THE EVER
CHANGING COVID LANDSCAPE
Date of episode: 5 May 2021
View the webinar recording here

SPEAKERS

Mae-Lin, Program Manager for Future of Work at Yarra Valley Water
&
Natalie Collins, Partner at Thinkrum
In our sixth episode we spoke to Mae-Lin,
Program Manager for Future of Work at Yarra
Valley Water and Natalie Collins, Partner
at Thinkrum about how organisations can
successfully prioritise the wellbeing of staff in
a hybrid workplace. They also provided some
helpful and practical tips for businesses moving
forward through this ever changing COVID
landscape.

Here are the main takeaway points
from this discussion:
Fairness and equity in the workplace
looks different than it used to and more
personal context needs to be taken into
account when supporting our staff.
Traditionally, businesses and organisations may
have offered everyone the same options and
opportunities, but COVID-19 has reminded us of the
specific, individualised needs of our staff and how we
must adapt to these dynamic needs in our support
of their wellbeing. Seeing someone as a whole
person outside of their work life and embracing our
differences is key to effective staff support systems.
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Covid highlighted further negative
impacts for many people with disability
including reduced access to health care,
essential support services, information,
food, employment and income.
A survey from People with Disability Australia
revealed that 91% of respondents reported
an increase to expenses during the COVID-19
crisis and the effects of this are still being felt.
Programs like access to telehealth, low cost
internet and flexibility to work from home need
to continue to run and continue to improve
to ensure that these individuals are effectively
supported. Access the report here.

Communication is key in a remote and
hybrid workplace.
Supporting staff to create boundaries between
work and personal life, and encouraging them to
create space for their personal lives is integral to
staff well-being. Protocols like limits on meetings
to avoid fatigue and listening to the data on
who is coming back to work and how they’re

Mae-Lin and Natalie ended the webinar
with their #keepthegood pledges

feeling will help inform decisions moving forward
and ensure all staff are able to avoid burnout
and maintain a healthy work/life balance.
In the space of uncertainty, encouraging
our staff to be brave and speak up when
something isn’t working will help us improve
our support systems and ensure we continue to
#keepthegood.

We can support the leaders of our
organisations by providing them the
space to “get things wrong” and learn
what works and what doesn’t in a
forgiving environment.
Mae-Lin reiterated the importance of
forgiveness in this new-COVID workspace,
encouraging businesses to trial new initiatives
and programs and provide support for the
leaders who implement them. By encouraging
trial and error in a forgiving space, we can
support our leaders who in turn support our
staff and continue to improve systems that aid
staff well-being.

“To continue to work on
understanding ‘our new
context’ and not to try to
solve these new problems
with old school thinking
and old school solutions.”
- Mae-Lin

“To be bold and be brave,
change the way we work
and make sure that it
is flexible and works
for everybody… and to
challenge my assumptions
and recognise my biases.”
- Natalie Collins
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We asked the audience

What are some of the positive and
negative things through remote working
and how can we successfully set people
up for success moving forward?

Natalie offered some excellent practical
tips on how to provide inclusive support
for our staff.
Here are some of the best:
• Before a meeting, ask if there are
communications preferences (online, offline,
hybrid etc.) to ensure every staff member can
contribute and engage effectively
• Identify a note taker for meetings or install
captions
• Where possible, provide content prior to the
meeting to create clearer communication and
better prepare your staff
• Think about the location of your staff and if it is
possible to collaborate in person to assist those
who might prefer this
• Utilise accessibility features like the “immersive
reader” on Microsoft whiteboard and Google’s
“jamboard” to provide more inclusive support
for staff with diverse needs
Here is the full list she spoke about which will
download in an accessible word document.
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We asked the audience what is one idea
they’ve heard of or have done that has
supported employee well being in a
hybrid environment.
Some answers included: employees in the design
and decision making about future working
environments, keeping flexibility, rethinking
old notions of productivity and efficiency and
continuing to build inclusivity and accessibility by
deep-diving into data.
Mae-Lin and Natalie ended the webinar with
their #keepthegood pledges. Mae-Lin pledged
to continue to work on understanding “our
new context” and not to try to solve these new
problems “with old school thinking and old
school solutions,” and “to think of new ways we
can connect and new ways we can provide that
to staff, embedded in good will and good intent.”
Natalie pledged “to be bold and be brave, change
the way we work and make sure that it is flexible
and works for everybody… and to challenge my
assumptions and recognise my biases.”
We thank Mae-Lin and Natalie for their fantastic
tips and suggestions on how we can keep staff
well-being at the forefront of our organisations.
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CONNECT AND CHAT

Here are the main takeaway points
from this discussion.

EP 7 - TCP CONNECT
AND CHAT WEBINAR
Date of episode: 19 May 2021
There are no recordings of this week as
these conversations occurred in breakout
groups

In our seventh episode we turned the
tables and asked everyone to be a
contributor in our TCP Connect and
Chat webinar. Connecting with other
participants in a series of breakout
rooms, we asked participants to share the
challenges and opportunities they have
seen over the last 18 months and the ways
they are embedding the good in 2021.
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We heard from a lot of participants
about the compounding effects of
multiple disasters on their customers
and clients, which has been a catalyst for
increases in experiences of vulnerability
throughout the country.
As a result of these disasters (bushfires, floods,
drought, COVID-19) the needs of customers and
clients have changed and organisations have
been challenged to adapt and view customers/
clients through this lens of vulnerability. Activities
like customer journey mapping and an increase
in community engagement have helped
organisations to understand the effects of their
actions and helped them to meet the needs of
customers/clients in a way that provides more
holistic support.

Customer driven business strategies
have surpassed the asset driven
approaches that may have existed preCOVID. This has encouraged greater
customer advocacy and cross-sector
collaboration to ensure customer needs
are supported.

This human-centered focus was an emerging
opportunity in 2020 and continues to resonate
with organisations and their customers. Essential
services providers are recognising that customers
need increased levels of support, trust and
flexibility. Consistency across service providers
is also important to create an easy process and
experience for people who are reaching out for
support.

This human-centred approach has been
extended to staff as flexibility, emotional
resilience and individuality were brought
to the forefront.
Flexibility when working from home, working
altered hours, providing extra mental health
days, greater access to support services
and individually tailored responses were
all listed as positive changes in the past 18
months. Innovative initiatives such as an
‘exchange program’ between staff from office
locations interstate, funded by the business,
has encouraged people to reconnect with
work colleagues across the country. This is
particularly useful where new staff have joined an
organisation during lockdown and haven’t met
people face to face.
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We asked the audience to

Share challenges and opportunities you
have seen over the last 18 months and the
ways you’re embedding the good in 2021

Cross-sector collaboration is the key to
providing the best possible service to
people.

We asked participants what their key
takeaway from the day was and these
included:

Aspects like a customer’s mental health and
financial stability have quickly become a
necessary consideration in the providing of
essential services. Cross-sector collaboration,
such as partnering with mental health
organisations and other support services to
ensure that businesses can provide care, support
and referrals for customers, has never been more
important.

The similarities between the challenges and
opportunities they faced, regardless of industry
or sector, the focus on positive changes that
are happening to build a better future, the
importance of mental health awareness and
support, the benefits of having a human centred
culture and the huge amount of practical
innovation that has occurred over the last 18
months.

An important challenge for us as a community
is to engage with young people to reduce
stigma around experiences of vulnerability.

We would like to thank everyone for their valued
inputs in last week’s breakout groups. We hope
you were able to take away valuable lessons and
build deeper connections for future collaboration,
collective learning and action.

Normalising access to support and helping young
people to understand that vulnerability can happen
to anyone will help reduce the stigma around reaching
out to support services. Shifting the perceptions
around vulnerability from a young age will assist in
removing these barriers for people, creating a
more positive and encouraging space for those
experiencing vulnerability.
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COVID has created a new sense of preparedness
for the future. Technological advancements,
changes to work environments and programs
and services were all fast-tracked during the
past 18 months, posing both a challenge and an
opportunity for organisations to explore options
they may not have explored before. We now
have the opportunity to use these lessons in our
planning for the future; encouraging a greater
culture of flexibility and resilience and embedding
all the good we have learned in 2020 and
beyond.
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EP 8 - DATA, TECHNOLOGY AND ETHICS HOW CAN WE DELIVER NEW TECHNOLOGY TO
AUSTRALIANS BASED ON WHAT WE NEED AND
WANT, NOT WHAT WE FEAR
Date of episode: 02 June 2021
View the webinar recording here
SPEAKERS

Cris Parker, Head of The Ethics Alliance
&
Bill Simpson Young, Chief Executive of the Gradient Institute

In our eighth episode we spoke with Cris Parker,
Head of The Ethics Alliance and Bill Simpson
Young, Chief Executive of the Gradient Institute
about the increasing use of Artificial Intelligence
(AI) in business, the collection and use of data
and the ethics that surround these practices.

Here are the main takeaway points
from this discussion:
A lot of systems are making predictions
based on ‘the average’, but ‘the average’
doesn’t create an even playing field for
people experiencing disadvantage.
Often the data that people are using to train
the systems is not representative of the actual
population that you’re trying to learn about.
People who are disadvantaged are often
overrepresented or underrepresented in data. For
example, people experiencing disadvantage are
likely overrepresented in crime data, while they
are also probably underrepresented in higher
education data. When you use traditional data
to make a prediction or an intervention, if you
have less data representing a particular cohort,
your predictions are likely to be less accurate for
those individuals. Read the Human Rights and
Technology Final Report here.

Business is far more complex than ever
before.

Organisation’s need to understand that
they can perpetuate algorithmic biases,
particularly when it comes to predicting
vulnerability.
Factors like missing people who don’t selfidentify their vulnerability, or omitting hidden
vulnerabilities, means that stakeholder
involvement is critical alongside the use of
AI to ensure the greatest accuracy in data.
To understand more about what can lead to
algorithmic bias and the types of actions that
can be taken to reduce or avoid it, see the full
Australian Human Rights Commission report on
algorithmic bias here.

Cris and Bill ended the webinar
with their #keepthegood pledges

“To create that
psychological safety for
people to speak up and
to be accountable for my
actions.”
- Cris Parker
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Stakeholders are no longer just customers and
shareholders. They now include the community,
environment, and government, and these must
all be considered when transitioning into the use
of AI technology. When investing in these new
technologies, Cris reiterated that “profit is not the
purpose”, and that relying simply on a legal lens
to drive investments can leave ethics out of the
decision, and ignore the consequences that may
arise.

In order to get the best use of these new
technologies, customers and the general
public need to have more trust in the
organisations that use them.
Building trust can be done through greater
transparency, and by ensuring that our outputs
are meeting the needs of the customer, not just

“To ensure that our ethical
actions align with our
ethical intent. It’s easy to
have an ethical intent, it’s
hard to have your ethical
actions align with your
ethical intent.”

our organisational needs. This customer centric
approach, alongside the human touch of staff/
stakeholder engagement, can assist in meeting
the needs of our clients and avoiding any gaps in
the current technologies.

It is important to remember that
mistakes will be made, which is why
ethics must be embedded in our
organisational structure.
It is important to have ethics as a foundational
piece, ethics is not just something to call on
when something ‘goes wrong’ or is at a crisis
point. Ethics need to be debated up front - when
things are good, and when you can monitor
consequences. As we learn and adapt to these
new technologies, incidental mistakes are bound
to occur, so embedding ethical practices and
protocols into our organisations now will assist
in building trust and ensuring best practice. The
Ethi-call line can assist you when you get stuck
on an ethical issue. Find out more

It is possible to use technology in a way
that aligns profit and social good using
next-best-action systems.
Next-best-action systems are often used
to optimise business metrics and individual
customer outcomes. It uses systems operating
at scale to make predictions and, based on those
predictions, to suggest actions. Rather than using
a model that has been designed to maximize

- Bill Simpson Young
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We asked the audience

What are some practical ways we can
ensure ethics are top of mind and a
priority within the workplace?

profitability, you can configure the next-bestaction system to still maximise profitability,
but actually favour people experiencing
disadvantage in a really subtle way. A little tweak
in a system can make a significant difference to
your customer base in a way that doesn’t affect
profitability. Read more about next best action
systems here.
Cris and Bill ended the webinar with their
#keepthegood pledges. Bill pledged “to ensure
that our ethical actions align with our ethical
intent. It’s easy to have an ethical intent, it’s
hard to have your ethical actions align with your
ethical intent.” Cris pledged to continue her battle
to bring ethics to the centre of everyday life and
“to create that psychological safety for people to
speak up and to be accountable for my actions.”
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We asked the audience to suggest some
practical ways we can ensure ethics are
top of mind and a priority within the
workplace.
Their responses included making integrity and
ethics core organisational values that drive every
day decisions across the organisation, increased
transparency, increased awareness and education
about ethics, and creating an environment where
people feel safe to speak up.
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EP 9 - HOW WE CAN USE DATA TO
UNDERSTAND EMERGING COMMUNITY
TRENDS

and to connect people to the benefits available, supporting
them in a personalised and tailored way
Date of episode: 17 June 2021
View the webinar recording here
SPEAKERS

Ben Grauer, Head of Financial Wellbeing Strategy, Commonwealth Bank
&
Ian Laing, General Manager, Strategic Partnerships, Foodbank

In episode nine we spoke with Ben Grauer, Head
of Financial Wellbeing Strategy, Commonwealth
Bank and Ian Laing, General Manager, Strategic
Partnerships, Foodbank about how we can use
data to understand emerging community trends
and to connect people to the benefits available,
supporting them in a personalised and tailored
way.

Here are the main takeaway points
from this discussion:
Community organisations like Foodbank
have seen a phenomenal need
arising from people seeking support,
particularly in Victoria.
Within 72 hours of the restrictions being
announced in Victoria this month, Foodbank
saw an increase in demand of over 100
percent - that’s really alarming. It’s been widely
acknowledged that the roll back of many COVID
supports, such as Jobkeeper, would have a
negative impact on people, however, many
didn’t anticipate the scale of the need to arise so
quickly.
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People who’ve effectively just been keeping their
head above water with those supports, just can’t
do that at the moment. In the recent lockdowns,
a lot of people have been saying ‘I just don’t
know how we are going to get through this.’ Get
the statistics about food insecurity in the time of
COVID-19 here.

‘No questions asked’ policies and
channelling communications through
relevant community hubs, online
networks and memberships groups has
helped Foodbank to reduce the stigma
often associated with seeking support.
Foodbank have seen through the recent Victorian
lockdown that people are seeking help earlier. For
the first time ever they opened their warehouse
for people to come and collect food hampers
on a ‘no questions asked’ basis. By directing
their communication about this support through
groups like unions, retail workers associations and
other community networks where they expected
there to be a greater demand, they were able to
get support to people who needed it through the
immediate lockdown period. Read more here.

Organising, personalising and simplifying
claims processes can assist in removing
barriers to access, by making it easier
for people to make informed decisions
about their support options.
Commonwealth Bank’s award-winning Benefits
Finder digitally brings together available state
and federal rebates to simplify the claims process.
It aims to reduce barriers to financial support
such as awareness, complexity and psychological
barriers that can arise through overcomplicated
application processes. Australia has in the order
of $10 billion that goes unclaimed each year, and
through this people-centred digital initiative,
CBA has helped customers save more than $481
million in just one year. Read more here.

Understanding a problem context from
the point of view of the human, and
thinking outside of your field, is integral
to delivering valuable community
outcomes, and it’s good for business.
Through a deeper understanding of people’s needs,
barriers and contexts, Commonwealth Bank saw an
opportunity in a space traditionally outside their
field, but where they believed they could make a
positive difference. Through a process of engaging
and designing with the community, within their
business and using data to test and iterate, they
have developed an offering with immense benefits
for people (see point above), and which has also led
to huge benefits in customer loyalty and satisfaction.

Ben and Ian ended the webinar
with their #keepthegood pledges

“To persist with trying to solve
this last mile problem with the
government and to try to make it
(Benefits Finder) available to all
Australians.”
- Ben Grauer

“To use the information that
we generate to go and really
recall the landscape of food
distribution to people who need
it....we’re going to improve, we’re
going to change, we’re going to
innovate to make sure that these
people are not going to be stuck
in a position where they can’t put
a meal on the table.”
- Ian Laing
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We asked the audience

What are some of the ways that organisations
can help reduce the shame and stigma
associated with reaching out for help?

Capturing and using data in real time
presents an enormous opportunity to
address complex problems and broken
systems by providing a more nuanced
understanding.
In Australia we grow and produce enough
food to feed 75 million people, yet we have 5
million people who seek food relief every year.
Foodbank’s soon to be launched Hunger Map
will provide a live and constantly updated look
at food insecurity across Australia down to a
neighbourhood level. This will allow them to work
with the 2,400 charities across the country who
deliver Foodbank’s food to look at how they can
match supply and demand, make the customer
journey easier and make the operational shifts
necessary to plug the gap of the 40% of
people who need food relief but aren’t currently
accessing it.

Information and data sharing, partnerships
and collaboration within and across
sectors are essential to creating an
aligned support ecosystem and really
shifting the dial on complex problems.
Ben sees working with government and across
industries as vital to overcoming the last mile
problem (the administrative burden of filling
out multiple forms with the same information,
that leads to a drop off in people completing
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applications). Ian also sees partnerships as
integral to operational efficiency (matching
demand and supply), and for sustainability as one
third of food wastage occurs on farms, which is
a $7 billion a year problem they are working with
multiple partners to change.
Ben and Ian ended the webinar with their
#keepthegood pledges. Ben pledged “to persist
with trying to solve this last mile problem with
the government and to try to make it (Benefits
Finder) available to all Australians.” Ian pledged to
“use the information that we generate to go and
really recall the landscape of food distribution to
people who need it,” also adding “we’re going to
improve, we’re going to change, we’re going to
innovate to make sure that these people are not
going to be stuck in a position where they can’t
put a meal on the table.”

We asked the audience to share some
of the ways that organisations can help
reduce stigma.
Ideas included creating open and proactive
channels for communication and connection,
normalising the notion that anyone can
experience vulnerability, using inclusive and
appropriate language and raising awareness of
all staff within organisations about the support
and assistance available.
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EP 10 - LONG-TERM IMPACTS OF COVID-19
ON OUR COMMUNITY AND HOW WE, AS
ORGANISATIONS AND HUMANS, CAN BUILD A
‘NEW NORMAL’
driven by values of diversity and inclusion.
Date of episode: 30 June 2021
View the webinar recording here
SPEAKERS
Gavin and Aleem ended the webinar
with their #keepthegood pledges

Gavin Dufty, Executive Manager Policy and Research at St
Vincent de Paul Society Victoria
&
Aleem Ali, Chief Executive Officer, Welcoming Australia

In our tenth and final episode in the ‘Embed
the Good’ series, we spoke with Gavin Dufty,
Executive Manager Policy and Research at St
Vincent, and Aleem Ali, Chief Executive Officer,
Welcoming Australia, about the long-term impacts
of COVID-19 on our community and how we, as
organisations and humans, can build a ‘new normal’
driven by values of diversity and inclusion.

Here are the main takeaway points
from this discussion:
People seeking asylum, migrants and
international students are some of those
hit hardest by the ongoing pandemic.
St Vincent de Paul Victoria saw an increase
from 200,000 meals delivered annually to
600,000 last year, with migrants, refugees and
international students presenting frequently.
Racism and geopolitics have also played a
role in the experience of these groups, further
illustrating the need for a socially and culturally
inclusive society driven by the value of diversity.

The community sector has lost a lot of
knowledge and experience with the loss
of volunteers during the pandemic.
This may have ongoing repercussions especially
for organisations run primarily by volunteers.
However, there is now a great opportunity to
re-engage these volunteers and introduce new
volunteers with specific skill sets to meet the
emerging needs of the ‘new COVID normal’.
Corporate volunteer programs that focus on longer
term partnerships and skills matching are a great
opportunity for corporate volunteers to provide
ongoing benefits to their community, as well as gain
valuable experiences and knowledge for themselves.

“Keep the door open to
those stories and new
voices and building out
whatever the new future
is… bringing diversity in
and understanding what
diversity looks like to
position my organisation
into the future.”
- Gavin Dufty

“To maintain and build on
the generosity that I’ve
witnessed in the midst of a
crisis, recognising that when
we offer people a sense of
safety and belonging as
well as a sense of certainty,
we create space for them
to wholly participate in
community life.”
- Aleem Ali
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We asked the audience

What are some ways that organisations
and individuals can contribute towards
building an inclusive society?

Despite their personal struggles, international
students have also shown a high level of
humanity and generosity in supporting their
community throughout the crisis.
Adelaide has seen a significant return in
volunteers, particularly with international
students volunteering their time to support
others affected by lockdowns. This example of
humanity shining through in times of great crisis
is something to be recognised and celebrated.

Three necessary components of
an inclusive society are: support,
championing for change and inclusion.
Supporting those without income security
creates a sense of togetherness and helps
to reinforce the strength and capability of
those experiencing vulnerability. Championing
structural change and collaborating across
sectors to foster a more inclusive and supportive
society is integral to creating change moving
forward. Finally, a focus on inclusion with a
system that does not discriminate and exclude
members of society.
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Women were disproportionately
affected by the pandemic and
Welcoming Australia is continuing to
push for structural changes to support
women’s reintegration into work life and
overall participation in the workforce.
The pandemic has highlighted barriers for
women’s participation in the workforce like the
underfunding of childcare and disproportionate
care-giving responsibilities. Welcoming Australia
provides free childminding support for women to
allow them to attend English classes and access
job-seeking support, removing these barriers and
allowing women to have an equal opportunity
to participate in the workforce. Read more and
donate to Welcoming Australia’s cause through
this link.
Gavin and Aleem ended the webinar with their
#keepthegood pledges. Gavin pledged that he
and his organisation would “keep the door open
to those stories and new voices and building out
whatever the new future is… bringing diversity
in and understanding what diversity looks like
to position my organisation into the future.”
Aleem’s pledge was “to maintain and build on
the generosity that I’ve witnessed in the midst of
a crisis, recognising that when we offer people a
sense of safety and belonging as well as a sense
of certainty, we create space for them to wholly
participate in community life.”
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WHAT DO YOU PLEDGE?

“If we are genuine about taking
complexity out of our system and
making it easy for humans to
navigate, we must learn from each
other, share with each other and put
humans at the centre of all we do .“
- Ciara Sterling

#KEEPTHEGOOD

“You don’t keep the good if you
don’t know what it is. We will sit
down and have the conversation
about what is good that we want to
try and keep for the sector and what
is good for our organisation”
-Fiona Guthrie

“To be bold and be brave, change
the way we work and make sure
that it is flexible and works for
everybody… and to challenge my
assumptions and recognise my
biases.”
- Natalie Collins

“Keep the door open to those
stories and new voices and
building out whatever the new
future is… bringing diversity
in and understanding what
diversity looks like to position my
organisation into the future.”
- Gavin Dufty

“No matter how much self-doubt
I have, to feel the fear and do it
anyway”

“We’re certainly going to continue
to amplify the work of others”
- Laura Higgins

- Rosie Batty

“Make the time, in short bursts,
regularly and thoughtfully, to find
that opportunity for collaboration.”
- Jess Perrin

“To persist with trying to solve
this last mile problem with the
government and to try to make
it (Benefits Finder) available to
all Australians.”
- Ben Grauer

“To continue to find and create those
unlikely partnerships that will help us
solve these problems”
- Catherine Fitzpatrick

“To continue to connect our
organisations, service providers,
good people that can make a
difference and absolutely to continue
the dignity for inmates in this space.”
- Peta Blood

“Enabling people in prison to
keep more connected to life in
the community...so it retains their
humanity. The more we do that, the
further we’ll go.”
- Charlotte Jones
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“Keep on challenging myself and my
organisation and support those that
challenge me… even at times when
that can make me uncomfortable.”
- Julie Kun

“To learn from the lessons brought
about during COVID and pledged
“to continue harnessing technology
to increase accessibility and
flexibility.”

“To continue to bring the community
voice to the forefront of all design
work that I do. Without the voice,
there is no purpose.”
- Carolyn Ratnik

“To create that psychological safety
for people to speak up and to be
accountable for my actions.”

- Mae-Lin

- Ian Laing

- Cris Parker

- Caitlin Mountford

“To continue to work on
understanding ‘our new context’
and not to try to solve these new
problems with old school thinking
and old school solutions.”

“To use the information that
we generate to go and really
recall the landscape of food
distribution to people who need
it....we’re going to improve, we’re
going to change, we’re going to
innovate to make sure that these
people are not going to be stuck
in a position where they can’t
put a meal on the table.”

“To ensure that our ethical actions
align with our ethical intent. It’s easy
to have an ethical intent, it’s hard to
have your ethical actions align with
your ethical intent.”
- Bill Simpson Young

“To maintain and build on the
generosity that I’ve witnessed in
the midst of a crisis, recognising
that when we offer people a
sense of safety and belonging as
well as a sense of certainty, we
create space for them to wholly
participate in community life.”
- Aleem Ali
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Our work would not be possible without
the support of all our Partners
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