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Challenges and opportunities



OUR STAND
WHO WE ARE AND WHAT WE DO

✓ We are an essential service provider 

that our community can rely on 

✓ Our decisions are people led – what is 

right for our customers, our staff, our 

partners and our community

✓ We’ve always been there to help our 

customers when they’re facing financial 

pressure, with tailored options to meet 

their needs

✓ Along with the sector our COVID 

response has included rapid scaling 

and adaptability of support 



CONTEXT
AND CHALLENGE

• 59% of customers in our service area report 

household finances have been negatively 

affected by COVID (ranging from slightly to 

significantly), in line with national figures*

• Among those who have contacted us to flag 

that COVID has significantly impacted 

finances:

o Much lower confidence they can pay 

next bill* 

o Majority very concerned about their 

personal financial situation over next 

6 months*

• Huge increase in customers utilising our range 

of support options since March 2020 (as of end 

August 2020) 

• While many people have reached out proactively 

to seek assistance, others are not yet accessing 

support - improving awareness and access for 

these people remains a key focus for us

*Data snapshot from June 2020



GETTING OUR MESSAGE
OUT THERE

• Rapidly changing environment 

• Ambiguity, news overload and panic buying -

driving community concern and distracting 

• Talking directly to our customers about help 

available and supporting key public health 

messages

• Finding the right message, at the right time and 

using the right tone is key  



DIRECTLY TO OUR
CUSTOMERS

Clear, simple and practical

Providing assurance and 

pathways

Residential and commercial 



Ongoing refinement: less 

generic, more specific and 

targeted.

REFRESHED
MESSAGING



REFRESHED
MESSAGING



COMMUNITY
NETWORKS

✓ Building relationships and trust with keystone community organisations

✓ Spend time, be visible and be an active contributor

✓ Listen to learn, understand and identify opportunities to spread message



CALD
COMMUNITIES

Working with 

partners to build 

community 

connections and 

tailor our approach



OSOS HUB

The One Stop One Story Hub (The Hub) will be an easy-to-
use digital solution providing a single-entry point to access
important vulnerability support services across private, public
and community based organisations.

It will act as a single point of entry for vulnerability support
services allowing leading organisations to use technology to
support vulnerable people collaboratively and effectively.

THRIVING COMMUNITIES PARTNERSHIP
ONE STOP ONE STORY HUB
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THANKYOU 


