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Navigating Uncertaintf=CVic Bushfire Recovery Support 2020 Project Review

Summaryof Findings

In response to the 2019-2020 bushfires that devastaied North East Victoria and East Gippsland
Financial Counselling Victoria (FCVic) set up a Bushfire Recov&ypport (BRS) Project. This Report
is a review of the Project for the period from January 2020 to end of July2020 . It draws on
interviews with 27 bushfire recovery workers across 18 agends, using a combination of
quantitative and qualitative analysis

A. The review findsthat financial counselling is considered an extremely important part of the
bushfire support and recovery servicesand the Projecthas been effective in supporting
financial counselling services in bushfire affected areas

B. Financial counsellors are seenas effectivein providing unigue servicesthat assistpeople
affected bya disaster, including

|l

Assistancewith grant, income and other support applications(such as modular housing
which is of particular relevancewhen there are numeraus differing eligibility criteria and
application timeframes

Advocacy and rgotiation with companiesand corporations, suchas banks and utility
services,and local governmentregarding hardship systems and individualapplications.
Reviewing and advocatig for improved insurance outcomes when peopleappear
underinsured ormay have acceped early and inadequatesettiements

Wolking in a collaborative case managemenprocess to reduce duplication and ease
trauma for disaster affectedpeople. This includesbuilding on financial counselling sector
links and referralswith rural financial counsellors disaster legal help, family vitence, and
other services funded outside the case support system

C. Proactive approaches by financial counselling agencies have beeffective in developing
relationships with relevant referral agencies and promoting awareness of the assistance
that financial counsellors can provide. Howevein support services andtraumatised
communities further mpacted by COVID19 and lacking knowledge of financial counselling
there have beenongoing challengeswith reach of and referrals tofinancial counselling
services.

D. FCVie support role as the sector peak bodyhas beenan important part of building links,
cross agency communication and refeal pathways and needs to continue In particular:

|l
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FCVicran professional development for bushfire financial counsellors, and professional
networking workshops to introduce case wokers, financial counsellorsand other
recovery workers to each otherand build links across services. The workshop series, run
as webinars in MayJune 2020 during COVID19 lockdown, was particularly important in
providing clarity about the role of financial counsellors,and exploring how support
servicescould collaborate to meet the needs of people affected by the bushfiresThe
workshops were well attended and provedtimely and valuable but with staff turnover
and an evolving situation, another series needs to be held

FCVic attendance at the Bushfire Recovery Victori@®R\) sector liaison meetingsis
viewed as useful as it maintains a focus on systemic issues relevant to financial
counselbrs and the issues facing their service users.

November 2020 vFCViC

Financial Counselling
Victoria Inc.



Navigating Uncertaintf=CVic Bushfire Recovery Support 2020 Project Review

E. Bushfire recovery is a longterm process, with many financial issues in particular emging
over time. The need for financial counselling as a service in affected areas will continue to
evolve and there is a need for FCVic to continue in it8Bushfire Recoverysupport role given
the long-term nature of the recovery and the challenges integratng a small and low profile
sector into recovery support systemsThe FCVic role should include a continued focus on
systemic issues, providing updated networking seminars iwebinars format, and continued
development of acommunity o practice for financid counsellors in bushfire regions.
Additionally, FCVicis well placed to develop and sharetemplates for factsheets, checklists
and scenarios in the bushfireaffected regions that financial counsellors can use to promote
the spectrum of support they provide to workers, community leaders and organisationsn
those regions

Recommendationdor Financial Counsellingn Disaster Recovery

1.

In the initial stages of responding to a disastey financial counsellorsshould be utilised for direct
financial counselliy to clients and for secondaryassistance to case support including for advice
and information regarding:

9 hardship policies

1 grants

1 Centrelink income eligibility.

Financial counselling outreach be included in bushfirgpreparedness activitiesto promote
financial awareness in communities at riskncluding the importance of insurance.

To deal with significant sector capacity constraints, and ensure future disaster needs for financial
counselling can be met in a timely&ds hi on, FCVices pGovgnmenaleds f or
workforce planning process for the sector should be taken forward as a matter of urgency.

Coordinated efforts, led by FCVic, be undertaken to raisawarenesgunderstanding of financial
counsellirg in regional areasto enable meaningful acess to services by the community when
they are most needed.

FCVic establish a communication campaign working witBushfire Recovery Victoria (BR\And/or

other disaster management agencies, as appropriate, ilocal papers, local radio using case
studies to clearly articulate the role of financial counselling in a disaster, along with fact
sheets/referral checklists and case scenario information for other workers and potential clients.

BRVto support further Networking Workshogs) in areas of bushfire risk promoting the role of

financial counselling as part of the spectrum of support required andargeting the full range of

bushfire recovery support workers Where there are opportunities to hold them in commuity

rather than online this be the format, wih content to include:

1 Setting out the local financial counsellingorganisations and outlining the work they do,
presenting case studies or scenarios and referral contacts,

1 Making clear the distinction betweenthe roles of financial counsellors rural financial
counsellors and small business advisors

9 Providing an update on key issues including insurance and rebuild issues
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7. FCVicto promote the availability of its recorded networking workshops those conducted in
MayJune 2020 and any future workshops) asa resource.

8. FCVicshould continue working to establish a Community of Practice for all bushfire recovery
financial counsellorswhich would build professional capacity, including
9 identify training needs
1 identify systemic advocacy issues arising from cas/ork
91 share strategiesto support client needs.

9. FCVicto develop a sector policy on response to disaster situations, incorporating the insights
from this review and other disasterexperiences, and identifyingimmediate, short- and longer-
term response conponents.
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1. Introduction

This report reviews the first six months of the Financial Counselling VictoriaRCVig Bushfire
Recovery Support Priect to end of July 2020. The reviewwas conducted between August and
early October 2020.

Below is set out the purpose and process of the Review.

Purpose Toreview the bushfirerecoveryproject coordinated by FCVidn response to the 2019 -
2020 bushfires including
1. The level of demandand referralsfor financial counselling across Victoria and in the two
regions most affected by thebushfires: East Gippsland and NorthEast Victoriaover time.
2. The collaboration between financial counselling and other servicesich ascase support
workers, Bushfire Recovery Victori@BRV)and Disaster Legal Help, family violence and
mental health support services.
3. The value of the support provided by FCVic to the bushfire recovery effart
4. Future support FCVic can provide to bushfirdinancial counsellorsto assist their work with
people affected by the 2019-2020 bushfires and COVID-19.
5. Possible information that can assist people and communities how preparing for the 2020
2021 bushfire season.
6. Identify broader insights into howfinancial counselling can be made most effective in
relation to disaster situations

Process: Conduct serstructured interviews with:
91 Bushfire recoveryfinancial counsellorsand managers, rurafinancial counsellorsand small
business advisorssupporting people affected by theNorth East & East Gippslandires
9 Case support bushfire recovery workers and manage(including BRV Hubcoordinators)
9 Support services that provided information in the FCVic Professional netwiing workshops
1 Representative from theDepartment of Justice and Community Safef@OJC$a which

funds the Victorian Financial Counselling Progma, including state funded bushfire financial
counselling

2. ReviewParticipants

A total of 27 people from 18 organisations that provided support and bushfire recovery services in
the North East and East Gippsland regions wermterviewed The list of organisations and the
participants engaged in the review is set out in Table 1, below.
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Table1 List of Interview Participants

Organisation

Position

Participants

Agbiz Assist (Rural Financial
Counsellinga North East)

Executve Officer

Nerida Kerr

Anglicare Gippsland

Program Manager Community Services;
and Team Leader bushfire recoverfFGs

Michelle Taranto and
Leonie Cooke

Anglicare North East

Program Manager

Tracey Grinter

APMHA Health Care

Bushfire Counselling Nurse

Shayn Amos

Better PlaceAustralia

Bushfire National Debt Helpline

Jenny Dickson

Bushfire Recovery Victoria

Alpine Community Recovery Hub
Services Coordinator

Shelley Herman

Bushfire Recovery Victoria

Buchan Hub Services Coordinator

Rebecca Steenholdt

Cohealth

Bushfire CaseSupport Case Managers;
and Social Worker-

Anna Katniak, Sally Ho,
Deborah North, Sue Wood,
Neville Braybrook

East Gippsland Shire

Bushfire (BF) recovery team leader

Delia Warne

Gateway Health

Bushfire Recovery Program Manager

Jarryd Williams

Gpppsland & East Gippsland
Aboriginal Coopeiative (GEGAC)

Bushfire Recovery Case Support

Dan Brosnan

Gippsland Lakes Complete Health

Team Leaders Bushfire Case Support
Program

Amanda Howard and Jim
Killeen

MIC Small Business Advisors
(report)

Senior Project manager

Nancy Multari

RuralFinancial Counsellingeast
Gippsland

SeniorRural Small Business Financial
Counselbr

JennyMason

Towong Shire

Recovery Hub Coordinator

Amanda Lamont

Upper Murray Family Care (UMF(C

Manager Family Relationship Services;
Financial counselling team leadeand
senior teamleader

Janine Lawler, Heather
Cassidy, David Newton

Victorian Aboriginal Child Care
Agency (VACCA)

Bushfire Recovery Case Support

PoaVaeau

Windemere

Senior Manager with portfolio including
Bushfire Program, Victims Assistance
and COVID Connectedness in East
Gippsland;

Coordnator for Bushfire Program and
COVID coordinator CASI Community
Activation and Social Isolation program

Helen Consta; Di Poustie

Please note the quotes from participants set out in this Report are deidentified. A code is set at the
end of each quote starting with the letter P, so that the authors can identify the quote source. The
code numbers do not coincide with the listing of participants set out in table 1 above.
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3. Background andContext

The 2019-20 bushfires affected a huge swathe of county in the North East and East Gippsland
regions of Victoria over an extended period and with great ferocity.The impact of the bushfires
preceded by a protracted drought and followed by the COVID pandemic has wrought long ter
economic, health and wellbeingdamage on local communitiesThe local government areasaffected
were East Gippslandand Towong Shires and to a lesser extent the Alpine Shire.

These are very diverse areas. East Gippsland Shaevers the secondlargest area in Victoria
Bairnsdaleis its main town but there are manysmall hamlets farming communities and tourist
spots such as SarsfieldBruthen and Buchan as well as Lakes Entrance and Lake Tyers, Orbostnd
Cann Riverand the coastal villages of Gypsy &nt and Mallacoota a two and half hour drive from
Bairnsdale

The North East is high country territorywith all the benefits and disadvantages of remoteness.
Towong Shire straddles the Murray Riveand the NSWborder. The three areas most affected by
the bushfires were Towong, Corryag and Cudgewa in the north easwof the Shire, nestled in a
valley at the foot of the Snowy MountainsThe Alpine Shire borders the south west of Towong
Shire. Myrtleford, Bright and Mount Beauty aréhe main townsin the Shire.
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It is difficult to get an accurate picture of the devastation wrought. In terms of property damage
alone at least 1000 properties were directly fire affected includingclose to 400 homes completely
lost along with many more farms and other propertiesanimals,and other stock fire damaged.
Smoke damage was also widespreadVlany businesses wereeverely danaged from the abalone
factory in Mallacoota to cattle, dairy andflower farms further inland. In addition toloss of jobs
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directly due to the devastation caused by thefires, other factors such asdrawn out road closures
and evacuations also led to job Isses.

While about two thirds of the properties damaged were in East Gippsland and one third in the
North East some areas were affected far more than othersas can be seen in Map 2 belowFor
example, there arearound 400 residents in total in the Buchan Valleyand under 250 in Buchan
itself. There were howeveR8 total houses destroyed and one resident died There were 14 homes
lost in Cudgewawhich with Corryong 11km away has acombined population of just 1,600. In
Mallacoota with a resident population of around 1200 and many homes Ist, there was the widely
reported air and seaevacuation ofover 1700 residents and touristsafter days on the beach
surrounded by fires
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In contrast, though the economic impact was and continues to be severe, Bright has 12,000
people, five properties damagedand no houses burnt down.In some cass, there were people
hospitalized while fortunately very few deaths occurred directly due to the fired-or those trying to
respond particularlyremotely or via statewide telephone services this varied impact added a layer
of complexity & they were dealingw i tatverycdisparate cohort with bushfires the unifying
factor&P16)
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Emergency response and recovery teantsad to be established both locally and at the state level
with little time to refine disaster managemenplans. Theyutilized staff often volunteering outside
or in addition to their normal areas of responsibilitywithout any existing protocolsfor cross
agency collaborationnecessarily in place.

In addition to the time taken to clarify what fundingand personnelwas availablefor the recovery
effort, there were difficulties recruiting appropriate staff in these rural, bushfire affected area@nly
some of these teams were able to draw on personnel who had previous bushfire experience.dde
affected by bushfires were already suffering theffects of drought which has continued to affect
these areas

Following the bushfires these areas in some cases asxperiencedflooding and land slippage.
They then experienced the overlay of th€OVID19 pandemic. These events occurred without
respite for recovery.

The COVIB19 pandemic also severely disrupted the ability of support agencies to provide
services.Local staff were themselves in many instances bushfire affected if not directly, then
indirectly. Agencies and staff as well as clients weri some cases or during some periods
overwhelmed.Finally, again in part due to COVIEL9 the recovery effort has be@ protracted as
some people are still living in makeshift or temporary accommaodation.

Whilst NSW was more severely affected by the 20120 bushfires thanVictoria, a study of the
impact of COVID19 and bushfires on regional economies across Australim May 2020 found that
the East Gippsland local government area is likely to see greatedecline in annual GDP in regional
Australia, predicting a decline of over 22 per cent, three times the national decline. This study
found that it could take three to four years for regional economies recover to their 201819 level.1

3.1 Phasesof DisasterResponse

Experience of bushfires especially the 2009 Black Saturday bushfires have led taacognition that
people experiencethree phases of responseo bushfire disaster. Short, Medium and Long Term

Shortterm (days to weeksafter the disastey

At this time people canhave difficulty thinking and rememberingand they focus on meeting
immediate physical and material needs. There can be considerable strain placed families
because ofthe range of emotions and reactions from the bushfires

Mediumterm responses (weeks to monthsfter the disaste)

People experience a wide rang®f emotions including intense distress, fear, grief, sadness, anger,
and uncertainty abaut the future. There is a tendency to focus on practical problemgit the same
time problems can develop slowly without being noticing because of a preoccupation witrcurrent
pressing eventgneeds. Misunderstanding and confusion are comman

Long-term responses (months to yearsafter the disastey)

! Rawnsley Terry,2020 . Covid-19 and the Summer Bushfires: The economic impact on your suburb and

pathways to recoverySGS Economics and Planningylay 2020.
https://www.sgsep.com.au/publications/insights/theeconomicimpactof-covid-19 -and-bushfires

2 Department of Human Services, 2009After the Bushfi e s: Vi ct ori aés Psychosoci al
Victorian Government.
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For many people, some effects of the disasteespecially economichardship only become obvious
after a year ormore. Many aspects of socialeconomicand family life that have been postponed
because of other demads in the early recovery periods now come to the fore, often in the form of
crises

This 2009 report also noted that many people do not seek out any support until long afterthe
bushfires a year or more after the event. Th report recommendedthat services should be
availablefor the long term, not just for the first few weeks and monthsafter a disasters

3.2 Navigating the FinancialMaze

A 2020 Thriving Communities Partnership (TCP¢port on the impact of, and recovery from the
North Queensland Masoon of 2019 found that financial impacts are felt by communities more
than one year aftera disasters An exampleis the way adequacy and inadequacygf insurancecan
impact on building and maintaining financial resilience and wellbeinglhe report argues that
&Recovery s often a ¢ fpioppagmgthata/ mazeé for resident
1 People navigate many financial decisions in the aftermath of matural disaster
T A personés financial capabiliti.es influence th
1 People with a imited capacity to discuss and negotiate with financial institutions antbr
lack of awareness regarding financial products aréaced with barriers to recovery.
1 Peoplewho lack flexibility to adapt to a disaster event,are more vulnerable to financial
hardship.

The TCP eport sets out the needsfor timely access to financiainformation, advice, programs and
assistance beforeduring and after a disaster event.Specifically,it recommend increasing financial
counselling assistance and advice services paslisaster and building community awareness ohow
financial counsellingservices play a critical role in community recovery.

3.3 The Financial Counsellingorkforce

Both Commonwealth and State governments providedihding for bushfire recoveryfinancial
counselling to services basedn the bushfire regions of Victoria.In total governmenthas funded
13 full time equivalent (FTE bushfire recoveryfinancial counsellingpositions (see table 2 below).
Of these 9.5 FTEare State Governmentfunded positions and 3.5 FTE positionsare funded by the
CommonwealthGovernmentthrough the Department of Social Services (DSShhere was little
coordination or consultation with the Victorian governmentby DSSregarding the bushfire financial
counselling funding it provided.

The key agencies funded for bushfire financial counselling were Anglicare Gippslaf&tate and
Commonwealth) Anglicare St Lukes (Commonwealth)and Upper Murray Family CaréState and
Commonwealth) Anglicare St Lukés (headquartered in Bendigowas fortunate to be able to
deploy financial counsellos from their existing workforce to provide bushfire financial counselling
service delivery from late January onward and also secure ongoirtyshfire financial counsellors
from March 2020.5 However, the lack of an available qualified workforceimpeded the recruitment

3 Ibid.

4 Thriving Communities Partnership, 2020 Analysis Of The Impact Of North Queensland Monsodnisaster

Planning and Recovery Collaborative Research Projehase 1, dine 2020, Thriving Communities

Partnership

5 However, it is worth noting that AnglicareSt Luke Commonweal th (DSS) funding wil
March 2021.
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of the additional bushfire recoveryfinancial counsellorworkforce for Upper Murray Family Care and
Anglicare Gippsland

The financial counselling sector is small and undeesourced, and das nat have the ability to
increase capacity quickly, with only about 250 fully qualified financial counsellors employed across
Victoria; there is not a ready supply of underemployed qualified workers.

It took considerabletime to recruit financial counsdors for the bushfire recovery effat even

though financial counsellos from around Victoria were keen to assisafter the immediate aftermath
of the fire. An initial call by FCVicfor expressions of interest from financial counsell@rto volunteer
for deployment or other assistance lost relevancevhen the state and federal government funding
became availableand it becameclear that the funded agencies preferred to manage the
recruitment processes locHy, with only a few smalland temporary contributions coming via the
FCVic list In someinstances, theactual availability of volunteers was unclear and confused the
recruitment process.

Finding qualified financial counsellos to fill positions continues to be difficult. Hence as well as
employing fully qualified and experiencedfinancial counsellos who have completed 2 years of
post-diploma practice,the bushfire financial counsellingagencies have employedissociate
members of FCVic (new graduates able to practise independently but still developing), andtérins
(who are studying the diploma and practising under supervision).

The bushfire financial counselling workforce and fundingourceis set out below in Table 2

Region Agency FTE State FTE Federal Local Funding
(DoJCS) funding| (DSS) funding FTE
East Gippsland Anglicare Victoria 5 0 0
North East Victoria| Upper Murray Family 4.5 1.3 0
(Ovens Murray) Care 1 2 qualified 1 Intern
OvensMurray 1 2interns
Anglicare St Lukes 0 1.2 0.8
La Trobe La Trobe Community 0 1 0
Health Service
TOTALFCs 13.8 FTE 9.5 35 0.8

Commonwealth funded Bushfire Financial Counselling

The Commonwealth funded bushfire financial counselling agencies in the period January to June

2020 included not only Anglicare St Lukess, but also some additional funding to the

Commonwealth funded part of the National Debt Helpline service, run by Bettétlace Australia in
Victoria. This f undi ngBushéreDebtitélgdingy, e d htoosgees taa btleirs h
discussion it was agreed to not establish a separate new number for this service on top of the

National Debt Helpline number and the bushfiresupport number linked with the State funded case

support system.
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Commonwealth fundhg was also going to financial counsellingagenciesin other affected states,
and funding was provided to Financial Counselling Australia (FCA) to enable it to undertake a
coordinating and reporting role in relation to the DSS bushfire financial counselling funding. DSS
funded agencies have specific reporting and data collection requirements mandated by DSS and
report their data separately to DSS vid=CA The data collection requirements and processes are

different for the State Government, making comparisons difficult

Commonvealth funded bushfire financial counsellingservice data showed 212casesin Victoria to
8 May 2020. However, it is not clear if this figure includes different cases or people seeing a
financial counsellor more than once. The key presenting issues includé@tsurance, abts other
than banksand dealing with disaster relief grants

It is also worth noting that the Bushfire Debt Helpline received very few calls during this period.

4. Case Work Data Analysis January to Jukp20

The Department of Justice andCommunity Safety (DOJCS) provided the authors with the data
collected for the six months January 2020 to 30 June 2020 from the State fundedBushfire
Financial Counselling Services. An analysis of the key features of the data is presented below.
However, t must be noted that the authors of the report have not had the opportunity of
discussing the data or the analysis with DOJCS officers. Therefore, #uealysis and interpretation is
limited to the raw data presented. It should also be noted that the twoDQJCS fundedservices
provided differing types of information to the same reporting item, such as details of the
presenting issues on intake.

The datawas collected by postcode thus we have provided graphic analysis of the data by the
larger towns in the postcodes.We have chosen to analyse 13 postcodes, 3 in the North East and
10 in East Gippsland. Table 3 below sets out the postcodes for the areas ahesed, the total
number of cases andhe key presenting problem for each postcode. Please note the key
presenting problem refers to half or more of the presenting problems for the postcode.

Postcode Townships Total Key Presenting Problem
Number of
Cases

North East 41

3705 Cudgewa 8 | Grant Information

3707 Corryong/Towong 18 | Bushfire response

3737 Myrtleford 15 | Grant Information

East Gippsland 180

3875 Bairnsdale, SarsfieldForge Creek 63 | Direct fire damage
3882 Nicholson 4 | Direct fire damage
3885 Bruthen, Buchan 21 | Direct fire damage
3887 Lake Tyers, NowadNowa, Wairewa 5 | Direct fire damage
3888 Orbost, Marlo 15 | Direct fire damage
3889 Bemm River, Club Terraceéerrinundra, Cabbage Tree 12 | Direct fire damage
Creek,Bellbird Creek
3890 Cann River 8 | Direct fire damage
3891 Gypsy Point, Maramingo CreekWingan River 4 | Direct fire damage
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3892 Mallacoota 37 | Direct fire damage
3909 Lakes Entrance 11 | Income loss and expense
issues

Please note hat the graphic representation has been set out in percentages as the number of
cases is small as indicated in Table 3 above.

Figure 1 below indicates that the majority of clients were older, over 60 years of age. This is the
case for the areas with thehighest number of bushfire financial counselling clients:
Bairnsdale/Sarsfield (42.6%), Bruthen/Buchan (60%)Mallacoota (62.9%), Myrtle ford (66.7%) and
Corryong/Towong (58.8%)s

Figure 1 Bushfire Financial Counselling ClientsybAge Range January to 30 June 2020

I 20 - 39 years Bl 40 - 59 years I 60 & above
Lakes Entrance 22.2% 33.3% 44.4%

Gipsy PointMaramingo Greok
Bemm River Ciub Terrace
Orbost/ Mario

Nicholson 75.0% 25.0%
Bairnsdale/Sarsfield 23.0% 34.4% 42.6%
Myrtleford 33.3% 66.7%

Corryong/Towong 11.8% 29.4% 58.8%
Cudgewa 50.0% 50.0%

Source. Department of Justice and Community Safety Bushfire Service Hours for SE Outer & UMFC

Given that the highest proportions of people who sought financial counselling assistance were
people over 60 years of ageit is not surprising that the highest percentage of clients were singles
followed by couples without children as indicated in Figure Zbelow.

6 This age distribution may reflect the population age distribution of the area.
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Figure 2 Bushfire Financial Counselling Clients by Household Type January to 30 June220

Lakes Entrance 27.3% 91% 63.6%

Mallacoota

Gipsy Point/Maramingo Creek 50.0% 25.0% 25.0%
mm Couple without children

Cann River 37.5% 62.5%
mm Couple with children

Bemm River/Club Terrace = One parent with children

Orbost/ Marlo  [RERON | 6.79 = Other family

Lake Tyers/Nowa Nowa 40.0% 20.0% 40.0% == Group

) 8 mm Lone person
Bruthen/Buchan 14.3%  4.8%NN

Nicholson 25.0% 75.0%

Baimnsdale/Sarsfield % 16.1%

Corryong/Towong 22.2% 56% 11.1% 11.1% 50.0%

Cudgewa 12.5% 25.0% 62.5%

Source. Department of Justice and Community Safety Bushfire Service Hours for SE Outer & UMFC

Figure 3 below indicates that the majority of people seeking financial counselling assistance were
either low income earners in receipt ofCentrelink incones or had insufficient incomesA number of
people had no income at all.
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Figure 3 Bushfire Financial Counselling Clients by Income Type January to 30 June 2020

Lakes Entrance

Mallacoota

Gipsy Point/Maramingo Creek

Cann River

Bemm River/ Club Terrace

Orbost/ Marlo

Lake Tyers/Nowa Nowa

Bruthen/Buchan

Nicholson

Bairnsdale/Sarsfield

Myrtleford

Corryong/Towong

Cudgewa

5.4%

8%

1.8%

18.2%

16.2%

25.0%

20.0%

11.1%

33.3%

50.0%

33.3%

23.8%

50.0%

54.5%

40.5%

25.0%

20.0%

75.0%

55.6%

47.6%

25.0%

80.0%

42.9%

27.3%

37.8%

50.0%

46.7%

50.0%

25.0%

19.0%

23.8%

25.0%

33.3%

37.5%

M No income
M On a Centrelink payment
™ |Insufficient income

m No financial disadvantage

Source: Department of Justice and Community fedy Bushfire Service Hours for SE Outer & UMFC

It is clear from Figure 4 below that the primary difficulty confronting people presenting to financial
counsellors was issues with insurance: 43% of issues in Mallacoota; 57% in Bruthen/Buchan; 51%
in Bairnsdale/Sarsfield and 50% in Myrtleford.
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Figure 4 Bushfire Financial Counselling Clients by Type of Financial Difficulty January to 30 June 2020

Lakes Entrance 27% 18% 18% 9% 27% 36%

Mallacoota :.8%- 43% 8% 5% 43% mmCar loan

mm Centrelink debts

Gipsy Point/Maramingo Creek 25% 25% 50%
mm Credit card debt
Cann River 13% 75% 50% Household debts
Bemm River/Club Terrace 33% 8%  25% 25% 42% == Housing arrears
= Insurance
Orbost/ Marlo . 20% 27% 13% 7% 53%
mmPersonal loans
Lake Tyers/Nowa Nowa = 20% 40% 20% 40% mmSmall business
mmTax debt
Bruthen/Buchan -10 . 57% 24% 5% 29%

mm Unpaid fines

. = 5
Bairnsdale/Sarsfield 2'3%_. % 51% 8% 33% mm Other

Myrtleford 25% 50% 25% 25% 75%
Corryong/Towong [E&EA 28% 1% 11% 22% 11% 56%
Cudgewa 25% 13% 25% 63%

Source. Department of Justice and Community Safety Bushfire Service Hours for Ste& UMFC
Summary of theDOJCSlata analysis

The DOJCS reporting daténdicates thatin the first six months after the bushfires that the typical
person seeking assistance from bushfire financial counsellors:

1 Had issues aaling with insurancematters
1 Wasolder, over 60 years of age and not financially well off
1 Had beendirectly impacted by the firesin the East Gippsland region.
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5. Key Issues and Themes

Thefeedback from those interviewed confirmed theange of contextual factorsoutlined above had
a significant impact on both the demand for and referrals to financial counselling support following
the fires.

5.1 Financial Counsellingeferrals

Accessto state funded financial counsellorswas concentrated in the firstfew months after the fires,
before the pandemic restrictions took place This was assisted irboth the North East andEast
Gippsland byvery early action to open community recovery hub whereresidents could drop in
and access a variety of needed support

Thefeedback from inteview participants confirmed that financial counselling wasconsidered
extremely importantby all referral agencies. Further, sithe data analysis of client postcodes
indicates, the clients seen by the state fundedinancial counsellos correlate with the areas of most
significant direct damage. Howeversince the imposition of restrictionsnecessitated by the
Coronavirus, explicit demand for and referrals across all agencies, phone lines and direct services
has significantly declined

Some intervieweessuggested that in the initial phase following the bushfiresthere was afocus on
immediate emergency response e.g. food;lothing, and accommodation and then clean up and
clean water, including grants to address these needsThese were prorities ahead of broader,
longer term financial issues

Ubecause often in initial stage people were unabl
note on referral to case management (CM) that FC referral needed to happen at some point. (P14)

In addition, while someclients were relieved toaccess theassistance offinancial counsellos,
others werereluctart to accept a referralif they felt they could handle their affairs themselves.
Thus one hub coordinator noted that she had referrequst over half of the clients she had seen to
either generalistfinancial counsellors or rural financial counselloras well as for mental health
support. Another noted she primarily referred to case support and then they may refeto financial
counsellors as needal.

It was recognizd that these approaches may not always result in people receiving needed
assistance fromfinancial counsellos. Other factors impacting on referrals highlighted by the
consultation included:

1 Many daff were in new roles may have hadlittle or no case mamgement
experience, andacked awareness of howtrauma affects client decision making in
general and in particular in relation to referrals

1 Many workers had limited and uncertairknowledge of what financial counselling
servicesoffer, including the differences between generalist and rural financial
counsellors

1 Referring agencieswere often confused or overwhelmed by the wide variety of
financial situations with whichclients presened leading to them either making
multiple referralse.g. to both generalig and rural financial counsellorsor deferring
the decision to refer.

1 Saff in new roles acrosscase support, recovery hubs and financial counselling
servicesincluding staff from outside the local areaor working outside their usual
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role together with high staff turn-over meant that referral pathways were and
remained underdeveloped

! have experienced more turnover in our Bshfire team than other teamsa some
members of teams were impacted directly bpushfire themselves and impacted by
the community trauma as well(P14)

As my background is not in this area (not finance or case management) it took me a
little while to work out who was who and where to refefP17)

9 Visibility to the broader communityincluding other bushfire workerswas lacking.
While case managers mayadve been confused about whafinancial counsellors
could do, other consultation participant stated they were not aware offinancial
counsellorsin their area at all.

For FC |/ woul d not have known how to refer
to the hub. (P11)

These factors were exacerbated byubsequent bushfire case support protocolsvhich channdled
referrals through case management services with limited local inputr education of those services
about how financial counsellos could help.

It was hard trying to assess their immediate financial needs in the context of brokerage for
example -not always feeling confident | fully understood all situations, as opposed to traditional
support work, with a narrower cohort. (P16)

Consultation participantsalso noted the impact of the pandemic which in the North East included
the challenge of border closures.

Federal funding means we can travel both sides bu
two weeks. (P5)

More generally the pandemicclearly had a big impact on the ability of most agencies financial
counselling and others,to provide support to clients. Thisincluded:

9 Limited ability to engage with clients in small communities not well connected to
large towns, particularly problematic whee internet and mobile coverage is poor.

9 Limited ability to engage in personal networking across agencies due tpandemic
restrictions.

1 Forfinancial counsellos and others there was considerable frustration that they
coul dnét do t heandcommumityresadagement actieiteesThis was
felt by many bushfire workers to be particularly important to engaging not only
people affected by trauma but rural people in geneal.

Far mers who most need ®B) p wonet email for

91 The ability of clients themselves to take necessary actions to manage their affairs.
For example,those who have moved out of the areamay have beenunable to visit
their properties to assess or collect evidence of damage.
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There wasalso concern amongst financial counselligpn agencies that the focus had shifted tathe
pandemicimpact on business andthe economy rather thanthe continuing specific need of
bushfire recovery.

At least one consultation participant felt it was not the role offinancial counsellos to advise smadl
businesses and would refer these matters to an accountantln contrast others suggestedthey
would refer small businesses andrimary producersto both rural and generalistfinancial
counsellors

1 see mainly small businesp e o p/ e and dohaboutithkomake call foraherng as to

whether they need generalist FC or small business advice only. | am aware FCs can fggperally &

Centrelink etc. If the client comes backandfma gr ant [ el |l often ask [ f the
beyond their business e.g. generalist FC(P7)

People are still getting in touch

Despite the concerns about the level of referral®eing lower than expected people are continuing
to get in touch. Local government, lubs and case management agencies reported that they
continue to see people access their help for the first time. It was notedhat this included people
whose property was destroyedor who are seeking help with cleanup.

! still get people who have put off coming ind last week one person dida like many others e
had to ¢psyché herself up to get h&ilgpttingmeople want t
cominginwhohavenét before. (P7)

People are still a bit shell shocked. New clientsare still coming in especially via Albury/Wodonga
Health Service agpeople have not been able to access support till now(P18)

In addition, interview participants reported that up till now some people werejust unable to make
decisions yet aboutwhat they needed or wanted to do.

/| éeve got peopl e nsdt iclalr alviamisng Sommes lpeeabsp lae st i [ il
make decisions about stay or go(P15)

Furthemore, now that the agenciescan get back on the road they will be visiting more isolated
areas. This is expected to generate more demand for finantieounselling as a flow on.The Crisis
Worksdatabases used by the Shires to registerresidents affected by bushfires also being mined
to proactively follow up any need for supportby case managers or others

Some agenciessuggestedthat there was possbly an increase in financial hardship applications and
modular housing issues now occurring. Others noted thanpending end of moratorium periods for
bank loansand of government support(jobkeeperfobseeker)with concern.

At the same time agencies sug@sted that demandfor financial counsellorassistanceis likely to be
less about basic issuesand more about utilising financial counsellos not just for direct referrals
but also as experts for secondary consultations.

At the start we may have referredo FCs out of being not sure about more basic issue& now the
knowl/l edge and [iteracy of our staff has [ mproved
things)(P1)
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5.2 How Financial Counsellors Helped

5.2.1 Diverse issues
The comments below help demonstrate the value of financial counselling, including the breadth
and diversity of issuesthey have beenable to assist with.

The direct tailored support FCs provided was great. (P14)

In the early days grants, insurance claimsere referred to FCs and apeals re grants. Insurance
appeals also. Someother issues that needed FC follow up included:

0 with the Shire where people unable to pay rates

0 Telecoms e.g. people charged for phone that no longer existe{P1)

We found FCSFC) useful for taking up issas like insurance, budgeting, and even personal impact

[ ssues. U Often referred to FCs for advocacy with
and deal with and clients happy with outcomes as opposed to for e.qg. Cerglink and other

services. (P16

Financial counsellos were highly proactive and receptive to Indigenous issuegoffering) practical
interventionsto assist with presenting problems (P13)

! would ask people if they had mortgage issues or needed help with advocacy e.gutting a stop

on rates or mortgage and getting through to Centrelink for them. (Worker) at Anglicare had worked
at Centrelink for 10 years and so often worth investigating what current entitlements clients might
have now even [ f t heedigbkgkthéet previous/l y bee

The detail of nmuch of this support is discussed in more detail under the relevant headings below.

Financial hardship

Thefeedback from participantsconfirm the data analysis indications thageneralfinancial hardship
and moneyconcerns wereproblems for many people. Unsurprisingly, this often had a
corresponding impact on mental wellbeing.

Not many say mental health is a problem up fron& generally they start with financial needs.

People just want money. All the grantstheyar ent it/ ed to. |t ésilgada real ly
asked and then we have a conversatior{Often, | refer to both AgBiz Assist (to apply for small

business grants) and often generalisEGs as well (P7)

One Aboriginal Community Controlled Organisation (ATO)noted that many people had pre
existing financial issues such as debt or fines owing. The bushfires were an extra stress on top of
existing lack of financial literacy, low incomes, and few savings. An upside of their program was
that it allowed them to link them in with financial counsellorsdespite that.

However other participants noted that many peoplewho had significant problemswere not
referred to case management because they were not considered directly fire affected.

They might have required sick leave due tahe impact on them of the fires. They mayiot have had
enough sick leave and then with COVID no work anyway. Or their partners lost their job when still
recovering from the fire itself. FGs could help with Centrelink negotiations amongst othematters
such as assistance with utilitiesand phone wmpanies mortgages, and car loans.(P11)
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Mental health
All consultation participants noted the scale of the trauma to which people were exposedne
participant noted that for example:

In this area, a lot of hospital staff stayed to fight the fires. Eberly people were evacuated from a
nursing home. People were evacuated to towns that were also on watch. In towns that were already
small, a lot of homes were lostin some cases, your house might haveden left standing but all else
was gone. It was all raumatic (P11)

Several of thoseinterviewed noted that the level of communityvulnerability was indicated by several
suicidesafter the bushfires Though fewin number the ripple impact on the wellbeing of the broader
community was felt to be significant

While financial difficulties clearlyexacerbate the trauma people experienced in and after the fireqy i
small towns peoplewere reported asoften trying to be stoic to support other members o their
community rather than admitting to needing help themslves. This also impeded accepting
assistance with their financial affairs

However,financial counsellors, both generalist and ruralwith skills in identifying the impact of
traumawere often able to help in such circumstances.

! worked closely withRural financial counselling (RFCSs) and had great response from couple of
them but even use of the counselling word with many in our community Is difficult. Trying to
translate whatfinancial support might look like is difficult enough. (P15)

Grants
Finandal counselling wassometimesnot seen by clients or case support workers as an immediate
need, compared to emergency issues such as housing, clearing, fencing, and associated grants.

However, as noted abovewhile case support workers weregenerally able to assist clients with
suchissues, grants could require financial counsellingsupport. Agenciesnoted @ /ot of back and
f o rcould &e required with some.

For assistance withprimary producer grants clients were often referred torural financial
counsellors. Grants tremselves, eligibility requirementsand keeping up with the grants available
were all often unduly complex In addition, the eligibility criteria for different grants was
inconsistent, even when the grants were for similar cohortsAgencies reportedfinandal counsellors
were effective in assisting clients with appeals regarding grant eligibility and extent of grant.

The skill level in some of these assessments (for grants) could perhaps be supported for future
events.] referred t o aesegramtsalfoend ity ascbpmeesspuwherdasiRed
Cross had a very transparent site and procesa the contrast is quite noticeable. (P16)

For workers having trouble keeping on top of what grants were available and what the eligibility
criteria were,the BRV site wasgenerally consideredan appropriate source There were differing
views about whether it was adequate or up to date enougtwith concerns that there were other
grants such asdrought relief that clients could be eligible for not included on this site.
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Insurance
The negotiation and advocacy skills offinancial counsellos were particularly valued in relation to
insurance problems.

For many peoplethere was a big issue of undefinsurance and sometimes no insurancéVhile
there may not be mud to be done where there is no insuranceintervieweesreported multiple
examples of good outcomes byfinancial counsellos where clients have at least some insurance.
Claims denied have been reviewed to good effect. Where themgere gaps between what the dient
thought was insured and what the insurerasserted,financial counsellorteams have negotiated
better outcomesfor clients.

Early acceptance of insurance claim payouts wasather big theme. Peopleoftendi dnét r eal i se
they had a cooling off period. Financial counsellos have beenable to reopen settlements and

leverage betteroffers. Agencies also reported referring tofinancial counsellos to support people

to negotiate better if considering cash settlementsThey also reportedthat while clients were often

sent back and forth to get the evidence required for acceptance of the claim that once inancial
counsellorbecame involvedclaims were sorted quickly

A common scenario requiring negotiation with insurance companies wahat:

U the house will not be rebuilt till Y date but the insurer will only cover accommodation to X date.
(In East Gippslandlwe referred cases like thatto Anglicare, Victoria Legal Help omgave Insurance
Ombudsman contactetails. (P17)

Insurance concerns arose not only imelation to housing but also household contents, business
machinery or equipment, and fencingSystemic issues raised by insurance matters are discussed
further below.

Banks

Foreclosures hire purchase of equipment, credit limits and household debt werall issues
identified as issueswhere financial counsellos were able to assist Theseissues were seen as
beyond the skill base of case support workers.

Financial counsellos themselves noted that at least two of thebushfire hot lines established by tle
big banks were reluctant to deal with them on behalf of clients. Advocacy via a formal complaint
was requiredto rectify this.

Financial counsellos were al® effective advocates for low costbank loans whereinsurance was
insufficient e.g. to cover cat of holiday home rebuild.

Utilities
Energy hardship issues were often referred téinancial counsellos. On other occasionsvarious
bushfire workers helped with these. For example, one consultation participant reported that:

In the beginning | wasworking with people being harassed by power companies even though they
had lost their homesU One of the operators wanted a final account and | had texplain there was
not even a meter left.(P11)

Loans and refinancing
Farmers had experiencedlisaster afer disasterand unsurprisingly there was a lot of work needed
around hire purchase and other loanspverdrafts, and bank foreclosures.Agencies repored
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referring these issues nostly to rural financial counsellorsfor farmers or sometimes considering
involvement of Small BusinessVictoria advisors

Financial abuse

While not necessarilyfelt to be a result of the bushfires, access to support servicealso brought to
light instances of financial abuse or coercion in the context of either family violence @lder abuse.
Examples cited included:

Where finances were tightly controllect.g. by their partner/relatives, we assisted to open new bank
accounts gave mobile phones and then linked with FCs to understand what they can do to have
little bit more control over own finances (P14)

Legal referrals

Some agencies felt thaffinancial counsellos were valuable in helping determine what issues
required legal advice, making recommendations to the legal servic& often themselves very
stretched They noted they(the referring agency) could filter the issues too buthat it worked well
to refer to the financial counsellos where there were intermimgled issues.

We are able to use FCs almost as a screening serviédfiltering what needs to go) through to the
legal service. FCs can clarify before legal gets involved (P1)

Rebuilding is now a focus

Consultation participants observed that rebuilding is now front of mind for many peopleFinancial
counsellors are considered important to ensuring residents get detaild assistance to work through
the financial implications as required.

We (often refered to FCS) for advice about planning rebuilds and how fto manage the costs
especially where underinsured and ways to get around that to rebuild. (P16)

This includes worlkng through issues with modular housing. Participants noted the importance of
active negotiation by financial counsellos of rental agreements for these units. The view that
informed assistance was required was reinforced by anxieties expressed about whettpeople fully
understand the financial implications of taking up different options ad that new bushfire alert
levels and BAL ratings etc. may significantly escalate rebuild costs.

5.2.2 Systemic Issues

Grants

Even wherefinancial counsellos were caled in to help, grant applications and the information
required to support them was time consuming. This was exacerbated by some not for profit grant
agencies asking for unreasonable amounts of information. They were sometimes also reluctant to
accept the advice offinancial counsellos resulting in a need for advocacy to their head offices.

There were also concerns that government grants available in NSW applied different criteria to
those available in Victoria, particularly noted in border ares for exanple in respect of fencing.

It was recognised that with each new disaster, including COVID, new grants were required. The
extensions of time or relaxation of eligibility for various grants was also appreciated. However,
while appreciated, these &ctors inadeased the uncertainties associated with keeping track of grant
eligibility.
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Eligibility criteria sometimes seemed to be unreasonably complex especially given the vulnerability
of many clients. Application of the eligibility criteria also appeged to be open to variable
interpretation. This included grants from philanthropic as well as government sources.

There were also concerns about the need for greater discretion regarding second residences. For
example, people who work seasonally in the kehfire affected areas were not eligible for grants but
could feasibly get around these requirements by changing their primary place of residence on key
identification documents. Others who had holiday homes not only experienced significant personal
loss for which they were not eligible for compensation but may at the same time have been
required to contribute to replacement for example of boundary fences with neighbours who had
received grants.

Insurance

As indicated above, systemic concerns with insunae were sgnificant. It was suggested that many
if not most, insured people are underinsured across the Bushfire affected aregsarticularly inthe
North East

In the Alpine areas access to insurance has also become an issue for tourism businessesuiting
insurance for equipment hire; ski lifts and others. Due to the intensity of the fire damage, insurers
are reluctant to provide the product.

More generally it was suggested that there is a aed to have the legal terms of insuranceexplained
to small busines®s. One suggestion was for advocacy to the Insurance Council of Australia to
provide some pro-bono information sessions as a preliminary to taking out insurares

Fencing

Fencing was a major issue. It was noted that the prohibiie cost of insurance for f&icing means
many farmers tend not to take it out. There was often also a gap between grants, insurance and
the cost of fencing replacement that left people many thousands of dollars shoxtith difficult
choices to make. Consultabn participants noted that people may have spent their house
compensation on fencing stock etc. and when want to rebuild the house they do not have the
money.

Business Impact
Businesses were impacted by bushfires right at the peak of holiday season anden by COVID at
the end of it. Participants in the consultation described the impact vividly, for example:

All the affected areas have a lot of farming, tourism, Air BnB and other accommodation related
business and then high street business amongst othersSome individuals and busiesses were
impacted directly by fire with burnt pasture, crops, and animals. On top of that there were road
closures, people not working or accessing the area and then people not travelling there as tourists.
Individuals and busnesses were also divertedfrom their normal income producing activities) to
assist in bushfire recovery efforts. Following the fires there was an influx of Grocon workers, clean
up, and bushfire support workers so business that was still flowing througtwas of different types.
Then with COVID recovery agencies and other workers began to leave the area and business shut
down by the end of March.(P4)

Some agencies found that people accepted financial counselling referrals for assistance with
business matters more readily than for prsonal financesHowever, snall business owners often
have intertwined personal and business affaitsThis is compounded vhere, as is common, the
business is a family or husband and wife partnership. Small business owners were described as
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having experierced the combined impact of loss of business and their sole family income on top of
the trauma of the bushfires Some smallbusinesses such as farms lacke@r had failed to update
their, ABN and so could not secure any grants.

5.2.3 Gaps or duplications

A variety of views

Someconsultation participants felt there was no substantial duplication offinancial counselling
senices They suggested there was:

Always some level of duplication of people having to tell their stond bit unavoidable if specialig
services required. Gapsi E Gippsland is pretty well supported. No competing for customera
plenty of work. (P14)

Somehubs and case support services stated that part of the reason they refer was recogirig that
for many clients they were being exposd to financial counsellos or accessing mental health
support for the first time. The hopewas that would foster a willingness to use those services more
regularly, as needed in the future, after other bushfirespecific services were no longer in the area
However, reflecting the lack of certainty in relation to referrals, others were unsunghich financial
counsellingservice was appropriate

For me questions wered did they talk to each other?& which one should | send people too? All

the small business mentors RFC generalist/bushfire FCA heard great things about all but not clear

to me what the differences are And then community people coming infoah ub donet really
go shopping for services. Having someone at the front desk was how we diréed people to

relevant services in the hub in a more friendly way(P4)

Similarly, another consultation participantnoted it was important to be clear about who clients
needed to be referred to:

/' f you havenét had i nt er atcahbeaibit overwthéiming with sormanyal ad v,
players. One case trying to decide who he should work with was too ovewhelming so for a while
he didnet want anyone. (P13)

A lack of information sharing fed concerns about duplication:

[ think that some compadition for clients fed into lack of transparency of feedback to me. Great
relationship with Health Servicecase support-100% transparent. Enabled me to pull together a
great event for the community last week. (P15)

Additional comments emphasized tfat in addition to knowing who can offer what advice or
support it is also important that agencies understandheir own limitations:

(Dhere is some duplication between what we can do and what FCs can dothe Bushfire case

support program is a generic serviceand our expertise is not specialist although people do bring

relevant expertise from other areas.tlis important our team recognise their limitations and extent

of their practice and not provide advice beyond their practice scoperhis is particularly important

when many traumati sed c¢c/ients have real trouble r
given. (P1)
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Bushfire RecoveryVictoria and Local Government

Whilst some participants felt that there was duplication between tk financial assistanceptions
available, there was confusion between the roles of local government and Bushfire Recovery
Victoria (BRV) This wasparticularly noted in relation to the delivery of hub serviceswhich it was
felt had also led to duplication.

Some servicesespecilly valued thelocal governmentfunded place managersand felt they were
more responsive than either local government or state government run hubs.

The recovery space is crowdedi t € s har d t o wor kt thesuntiudesiBEVvarids doi ng
the local Shire & a disconnect.(P9)

The existence of thelocal governmentCrisis Works data baseahat has logged thousands of entries
relating to people who made some sort of contact because of the bushfires is appreciated.
Windermere a statewide case support seri¢e is working through the data base and doing assertive
outreach to ensure all are helped.

This proactive effort is welcomed by other agencies. However, the consultation revealed strong
concerns both about the lack ofengagement of other agencies in theprocess, including what
referrals are being made and the time the exercise is taking. Greater transparency may have
alleviated @mncerrs that delays in follow-up may have ledpeople who registeredto assumethey
were not eligible and therefore to miss outon support when they needed it.

Financial Counselling Telephone Help Linegdid not assist

Telephone help lines were generally not considered to have been a useful addition to the range of
financial counsellingservices aailable. Some consultation partigbants felt they added to the
confusion:

| struggled to understand the difference between the financial advice or counselling options. There
/s also a financial advisory line and | would refer to the FCs as well abat. (P16)

Some consultation participats also felt that the creation ofa separate Small BusinesBushfire
helpline in addition to the National DebtHelp Line was not helpful.Others utilized the Small
Business line for secondary consultations.

Service gaps still exist

Case supportagencies eported they are still seeing some peo|
athey are now tired and need help. Participants in the consulté&n felt that word of mouth and the

hubs are a big part of getting clients to realise that these (case support andinancial counseiing)

people will help them navigate all supports available.

They also suggested that there were a lot of service gapbefore the fires and alot of need that
was not identified. Even places like Mallacoota were significantly isolated in¢rsense that their
general support needs were not known about or recognized.

All this means that post bushfire case support and bushfire FC there will berainteresting
challenge. (P1)
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5.2.4 What works?

Coordination, information-sharing, and transpareny is critical

Interviewees indicated that criticalto effective work and successful supporivere transparency,
information sharing andcoordination. Theseare critical factors that create trust and strong referral
pathways between agencies as well as beingnportant to client-centred care.

Pl ace based manager employed by the Shirpsadwe hav.
closed book. Frustrating. (P15)

Receive no feedback from (agenc@t her ees t hat di sconnect médn [ nform.
cl/lients through and same service wanting to meet

/s coming and then they arrive @ d ar e s o me o 1 keformaion shamne Hasbeen a réal

road-block. (P7)

Coordination and feedback is importah because traumati sed peopl e s ome
who theyeve seen or not I n head spaeaccessedstiéal wit
and havenét or the reverse. We have advocated fFfor
history. (P17)

Collaborative relationships are vital

Despite the concernsnoted above, it was clear fromthe interviews that some agencies, both case
management andfinancial counsellingservices had developed broad collaborative relationships.
Several consultation participants nominated Gateway as having a fantastic tearateway was also
complimentary aboutfinancial cownselling services in the North East:

We woul dnét have got through this without financi
Anglicare NE, Agiz Assist) provide great support and advocacyP14)

Similarly; services in East Gippslandéhcluding Gippsland Lakes Community Health and Anglicare
were highly regarded.Consultation participants werealso readily able to point to examples of
collaborative referral relationships between individual agenciesWherereferrals went both ways
case managementgenciesclearly appreciatedit. They also noted specific collaboration including
secondary consultationson behalf of clients betweenfinancial counsellos and other specialist
agencies as indicated in the following comment:

What | see coming into the team a bit later than others is the importance of the good relationship
with the FC and legal service just as there is on more complex medical issues withysRFDS and
other health services (P1)

Lots of secondary consultations are occurring with the FCA Small Busine&elp Line. (P10)

Individual agencies also noted collaborative referral relationships beyond the hubs and case
management agencies. This ingtled for example, delivery of financial counsellingservices from
neighbourhood houses and health services. Some emphasizdiine in discussions about
boundaries and understanding administrative processes to promote realistic expectations. Group
peer supenision and debriefing were also considered in some caseand some agencies
collaborated on joint service delivery.

Support Businessdients
In East Gippsland collaborative relationships between Anglicare aride Rural Financial Gunselling
Service RFC$extend to joint service delivery:
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We havedone joint interviews. RFCS looks at the Profit and Loss for the business, Anglicare FC at
the consumer issues.

East Gippsland Shire also noted well developed relationships with RFCS underpinned by the fact
that the Shire has a lot of rural properties. ie BushfireRecovery team is also able to refer bushfire
andCOVIDaf f ect ed businesses to the Shireés Economic |

In the North East,Agbiz Assist(as the rural financial counselling servicegnd UMFC clearly worked
together well. For example, Agbiz Assist commented:

We partner with UMFC to ensure no duplicatioriVe have a good working relationship withUMFC
financial counsellorsa often do a warm handover. There is a cross over between small busines and
personal debts, esped@lly when i is a family business.

This extends to supporting the Mansfield Shire where businesses were not directly fire damaged
but were forced to close because of the fire threat and have subsequently also been affected by
the COVID restrictions: UMF@Goted:

Theae was a gap btw sole traders and Agbiz scope and so we agreed to pick them up. Now refer to
Small Business Help Line or Agbiz. The team at AgBiz felpful. We can still follow up with
personal debt issues. We participated in one of thelir SmaBusiness workshops.

Support Indigenous Clients

Community and family ties mean clients may want to choose not only between mainstream and
Indigenous agencies butalso between various Indigenous agenciesIntake agencies that asked if
clients arelndigenous and gave them the option to choose were appreciated.

Collaborative relationshipsbetween various Aboriginal agencies included assisting each other
during lockdown when workersability to travel was restricted. It extended to providing help across
the border in Mudgee (NSWbecausethey had no Bushfire workers. Similarly, GESAC being closer
provided back up support to VACCA for a small business in Metung

GHEGAC also tlt that while there had been fewer referrals from (as opposed to) local agencies
including the hubs:

Ut he h u bosmmmumnity RecdvenCentres as well are really good us for to link in with them to
see what initiatives they are working on. Good resource for ué they also fill us in on common
themes and what we can link our local communitynembers into that they know about. With
lockdown lifted we will visit the hub coordinators (again) to promote referrals.

Being Proactive

As this report illustrates at many points,relationships between agencies are critical to clients
getting the help they need.Unsurprisingly good outcomes also encourage the development of
relationships with the broader communitypromoting utilization of needed services whether case
management financial counselling or other services

Other family members asked foreferrals having seen the positive result§FC worker at another
agency) was able to get. [|tés about the tRIBst even w

Built up networks as people tell others you were alright. (P11)
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Beyond this simple truism thatresults matter, the interviews highlighted the value of being
proactive. Examples of proactive steps that help to build trust andeferrals are outlined below.

Explain how services can help
Agencies reported learning over time how best to encourage peopléo accept referrals and utilize
services they felt were needed, typified in the comment that:

We U learned if we just offered even Case Support ocase managemenwithout more explanation

people often said no. We had to really explain what it was andhow t coul d hel p. Now w
even use the termd just talk about whether a support person to help them with the recovery

would be useful.

So might have been missed opportunities g the case managers in the early days to refer to FCs.
(P14)

ProactiveOutreachto Residents
Pro-active outreach even by email also resulted in client seteferrals.

1 sent a farmer in Mallacoota information and he followed up. (P13)

Observing the range of grants becoming availablé Bushfire, COVID, Small Businegsome
agencies proactively contacted clients, for example to let them know when COVID grants came out,
or to follow up support already provided.

(Our agency) is doing chek ins again now we are 8 mths down the track(P10)

Community Engagement

Being able to be out in the communities and small townsbeing in touch with local community
leadersare all vital and seen asmportant strategies underpinning client accesskor example the
fact that Corryong has an activeCommunity Rcovery Committee was considered piwtal to
financial counsellingservices havingseen all 24 people who lost houses It was noted that a
physicd presence was particularly important in small communities that may not haver not yet
have,a recovery committee.

Community events also helped gencies get to know each other and develop referral pathways.

[ organised a couple of outreach days for the&eommunity with all the agenciesin between the

lockdown periods)and those days were probably more help to the agencies than general

community menbers. | got to know all the agencies (because | organised it he agenci es hadi
met each other. Was a redy good thing to do. (P7)

NarmHandoversé and Case Coordination

As noted previously, many residents were referred to several agencies. Some agées emphasized

that they donét ask clients to make the contact.
the relevant agency and asking them to make contact with the resaht.

We aim to try and reduce confusion though warm handover and cae coordination In follow up
conversation with resident thecase managemill check that contact has been made and what has
been put in place. (P14)
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Some agencies were noted to be a lhimore process oriented than others leading to delays. Other
agenciesand or teams were described as more responsive:

They are such gegetters and literally make the phone call the next day (P7)

Keepng in Touch and Giving Feedback
Consultation participants also talked about how proactively staying in touch was importarto
maintaining referral relationships.

Ul had | ot more contact from (agency) and they we
with (agency). (P7)

This was paticularly valuable giventhe diverse pressures and impacts orstaff that led to high
turnover of staff. Additionally, staff had volunteered for roles outside their normal skill setsome
staff were localswho were personally experiencinghe broader impad of the bushfires.

More than one agency noted very positively, instances whernancial counsellors followed up and
or referred clients back to them.

We had a good relationship especially withFCe . g . , t hey wi /|l Ffoll ow up and
and so client on to mental health. (P7)

Case managers would have a more detailed picturé&eedback to us would be helpful. Would also
like for next time to get feedback on what happened when (followig my referral an agency has)
made contact so we can complete the picture for peopleA17)

Happy when people give us an update so (the value obiat)-t hat é s some feedback o
(P16)

Offering CrossAgency Training and Secondary Consultations

Somegeneralist and rural financial counselld@ att ended ot her agenciesé tea
via Zoom providing effective training and secondary onsultation in small groups. This was

mutually beneficial since it is also a effective promotional activity.

AUwor ker attended via zoom our case management te
beneficialdwe saw t he  eam ma k eter tha and buit relationsfeps that wag.! s Uafr
Even post COVID zoom is really practical for making connectiongtween agencies. (P14)

Ideas for closer collaboration between case managers arfthancial counsellos such as greater use
of financial counsellos for secondary consultations as noted in the following comment:

1 wonder whether our brokeragepotential might not be better focused by doing more cooperative

work with financial counsellors and better targeting the spending according to most immediate

pressures that we might not be fully assessinggdl doneéet think we are equi ppe.
to fully assess finances...or questionable claims. | think | have maybe not done sufficient secondary
consultations (P16)
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6. Fnancial Counselling Victoria Support

6.1 BRYV liaison

Theinterviews also explored the value of the support provided by FCVic during this timeSome
services were not aware of FCVjmthers felt it could have done moreto support the bushfire
recovery effort while others highlighted seweral aspecs of its role in supporting the bushfire
response. This included= C V irale@nsBRYV sector liaison meetings, information sharing, and
especiallyF C V iraleénsrunning online sector networking sessions in April and May 2020and
subsequent prdessional development forumdor financial counsellors

In relation to the BRYV liaison there was general appreciation.
(Also) a big tick for FCVE for input to BRV meetings and information sharing. (P14)

We kel that a lot of discussion at BRV meetings is not related twur programs so it is helpful
when FCVic speaks up(P5)

Suggestions for improvement were primarily around ensuring adequate consultation within the
field to ensure differences between regionsvere well understood and represented accurately.

6.2 SectorNetworking Forums

Many agencies felt that theFCVicSector Networking forums were well timed occurring when many
workers were still finding their wayand during the first period of lockdown. At this time, agencies
were not able to meetinformally and often were working remotely trying to understand and deliver
services into the bushfire areasDelivered as two sets of webinars tailored to each of the affected
regions, the data analysis indicateshe workshopsreacheda significantnumber of bushfire

workers. The following comment typified the responses.

The most useful aspect of the support FCVic provided during the six month period from January to
June 2020 was facilitating (theFCVicnetworking forums) where roles within the Bushfire Recovery
space were nore clearly understood by stakeholders (P6)

They wereparticularly valuable for nonfinancial counsellors, assisting to clarify roles played by
different financial counsellingagencies and how they could help their clients

Pretty common confusion for fist few months. The seminars FQ¥ held were really helpful to sort
that out. (P16)

The FCVic forums were helpful and good to know who the right people to speak t@ distinguish
btw FCsand Rural FCs. Definitely worthwhile especially early on. (P13)

FCVE workshops were good, helped inform people about starting point for knowing where to look
for support and what different workers dod also getting across the size of the area some
organisations have to cover. (P1)

There was a view that the workshops coved key themes the broader community needed to know.

The FCVic Workshops were incredibly useful and brought people togethérdelivered some of the
coordination that was really needed. Am really keen to understand how the information was shared
with community 4 people needed that directly. (P4)
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Participating in the FCVIC workshops gave me a better understanding of the different types of
support that FCs can provide that was able to share with my staff. Also provided fliers with
information we found uséul. (P17)

Some financial counselling agenciesvere disappointed that more referrals did not result from the
workshops

We would have preferred more focus on referralsart her t han training for case
needed training for new FCs (P9)

Othersfelt that the workshops did promote referrals:
Helped with referrals- was an increase in referrals despite COVIDIR).

(As a result of the webinars) we had a discussioin our team and decided to always offer financial
counselling so that people hadh e opti on even [ f they didnét | mmedi

7. WhatFinancial Counselling Victoriecupport Would Help Now?
7.1 Advocacy

In general agencies felt that advocacy was something they should all be participating iHubs
noted for examplethat they reported regularly to BRV on issues they identify as requiring
attention.

They also feltFCVic advocacy at the collectiver industry level was important. For example,
advocacy by FCVic and others teducateinstitutions such as banks about tle socio-economic
status and ageing population of people inthe bushfire areaswas suggested.Other themes that
FCVic could advocate on have beediscussed in this report under systemic issues.

7.2 FCCommunity of Practic COP)

Most financial counsellig agencies were keerto keep abreast of and sharg what they are doing
including with organisations recentlyfunded by the CommonwealthGovernment It was noted that
an RFCS Network meets twice yearlWith clear communication channels to elevate issuesdr team
leaders as required participation in a regular roundtable or COP type forumwas seen asbeing
useful for all financial counsellors not only Team Leaders or Managers.

It was suggested that formal facilitationwould help ensure all voices are heard and capture
agreement on what steps are needed nextA COP could alsdancorporate training opportunities on
themes such as small business or dealing with COVID.

7.3 Networking Workshops
There was significant support for further workshops to be delivered: Forew workers especially
the initial workshops held by FCViccould be overwhelming

They were god becausethey outlined the difference between rural FC & generalisé newer staff
were not aware. But the information was dense a bit too much to take in all at oce. But the
workshops had the best content of all the onlinetraining/information sessions.(P18)
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The frst thing | did was go to the FCVic webinarsd if had attended them now | would have

questions to ask and would have better understanding so might be usefub do again now &/

di dneéet really kepkngabowdwherp eenixd tfee iniia webinar. | learned on

the job what peopl e do. | di dnét awassemuchinfoe t o r ea
and di dné¥f) sink in. (

In addition, it was recognized that many workers missed out.

The networking workshops were useful. Really relevant and helpful. (however) in the first three

mont hs we were absolutely [ nundated. ulrt meant th
versus delivering the grvice to residentd) we coul dnét s eahk actualworkshogso p | e t
So ités really good if you can run an event multiple times. Now as people are moving to different

stage of recovery journey and teams have matured a bit a second tranche of workshopa

multiple aays would be good. (P14)

After doing them | thought it would have been good for our whole teams to do thema FC not just
Case Support. ©uld be done again. The hard part was there was alot of information in short
amount of time. (P5)

Sounds like the promotion of FC including the Networkig  Wor ks hops was Unot targe
array of workers in health sectorl! di dnét know about t hem. (P11)

7.4 Refreshersand Updatesare Helpful For Everyone
Always useful to run more workshopsdi t é avolding environment, e.g. next big challenge wiibe
rebuild, clean up done, modular housing worked through. Never static. (P1)

We do spend a lot of time continuously updating agencies as to what we actually do so prob need
for ongoing conversation acoss the whole bushfire recovery about whatwea | | / each do. Cane
frustrated by the need to keep communicating what you do(P14)

This should retain the emphasis on psychological first aid training and how to identify people with
mental health needs moe readily, considered useful for albushfire workers.

However, it was cautioned that:

The priority for many agencies s now. getting case managers back on the road so really depends
on what the offering is & e.g. updates or something new. (P14)

(Our) saff have had enough training @- line & overloaded, Limit anything on line to no more to an
hour - prefer fact sheets they can refer to (P18)

Practical suggestions wereaalso made for how to address some of these issues such as using
breakout rooms allowing more tailored discussion of issues lktween workshop participants with
different roles. The value of additional online networking undertaken between workers of different
servicesin smaller groupsat the local levelwas again highlighted.

7.5 Professioral Development

Professional developmenhsessions offered by FCVic focused on bushfire support were also
appreciated. The many saff changes at financial counselling agencieagain reinforced thatit would
be beneficial to repeatthem. Continued input fromkey agencies would ensureelevant content
however unsurprisingly insurance was nominated as a key issue to retain focus on.
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Insurance issues can be curly so hearing different ways in which they are being resolved would be
helpful. (P5)

It was also feltthat more specific professional development to upskill and increasefinancial
counselloiséconfidenceto deal with small business issuesThis followsgrowing expectations for
financial counsellos to respond to the increasing need in what is a new areadr financial
counselling It was also suggested there was a role for FCVic facilitating the development of
secondary consultation support from specialistsi-urther professional development regarding small
business issues with worksheets might usefully ingtie:

1 Insurance

1 ATO ad tax debts
1 Payment plans
1

Updates on COVID response from Federal, Statend Local Government andinstitutions
such asbanks including grants, relief and hardship policies.

1 Updates on insolvency changes and application for busines

Suggestions werealso made for other areas in which professional development might be useful,
for examplehow to negotiate with new lendersentering the market.

8. Preparation for rext Bushfire season

There was clear concern that services ready to go ee to be in place in advance of the next

bushfire season Anxiety was commonly expressedbout readinessas well as the basic concern

that the approacingnews eason wi | | revive the trauma of the |
Issues raised from the reed to clarify responsibility for the costs of roadside fuel management to

ensuring very early availability of mental health support.

It was noted that all services involved in the2019/20 bushfire recoveryeffort now have a wealth

of information that could be mined for future disaster planning. User inputwas also considered a

valuable source of information yet to be tapped. Suggestions for how this might be done included:

An assessment/evaluation/survey fobushfire affected people to identify their issies/struggles,

what wor ked, what didnét etclWBlo be facilitated by

In addition to capturing knowledge of what worked from the 2019/20 season it was felt important
to utilize key people with existing expertise in disasters that can be deplged straight away to set
up teams and provide advice locally.

We had to redeploy from other roles for this season. Byhe time people were on the ground clients
had already taken settlementsThat (disaster) expertie needs to include understanding of
insurance issues including small biz insurancéP10)

Good idea to have disaster FC statewide expemwho can assist case support when a crisis hits.e.
provide secondary support to front line emergency support worke(P18)

More emphasis oninformation and communicationwas alsoemphasisedparticularly given the low
visibility and or understanding of whatfinancial counsellos do in the 2019/20 season as well as
the turnover in staff:
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There fas been bigturnover in staff and it increases the disconnect. More needed is probably a
Communications package. Only ithe last week has a comms person in the region been employed
by BRV. (P15)

Red Cross resource Communicating in Recovery is a great resourceaglencies should be using.
(P4)

Would be good to have a newsletter re grants and expiry dates elc to refer to and send to clients.
Not confident the BRV site had all relevant grants. Drought funding grants for e.g. are not included
there but maybe could beadded to a newsletter. (P16)

8.1 GreaterSupport for Use of Financial Counselling Services

In terms of financial counsellingservicesthere was a clear focus on theneed for promotion of the
availability of financial counsellingand information about of how to usefinancial counsellorsto
better assist clients.As already noted many bustife recovery workers do not understand the
broad scope of work that financial counsellorscan assist people with

As we have noted akey issueis that Case Managersd onét under stand the broad
that FCs can dofor people and the different areas they can suppdrthem in in the bushfire space&
still a need for that work explaining to workers themselves what FCs can do for their cliesit (P14)

Maybe more people need to know about the FCs. Before | did this job | would not have thought
about FC.I/ saw it as beingfor people in lower socioe c onomi ¢ gr oups. Thi s town
economic but people are really hurting. (P7)

Other factors reinforcing the need for promotion to case managers and other bushfire workers
included the twin impact of staff turnover ard the pandemic.

Referrals have dropped off due to turnover and COVID. Exception is the Alpine area where we have
connectionswi t h resort management and Al pine Shire al so
relationships as result. (P10)

From an ACCOgperspective, it was also suggested that establishing a dedicated financial

counsellor workeror role within these services would be an asset to community, especially in

anticipation of more severe bushfires expecteth the future.

8.2 Factsheets and Chddists with Scenarios

Scenario based learning was frequently mentioned aan effectiveway to deliver information to
assistnot only workers but residentsand communities seeking to be prepared for the potential of
further bushfires. This includes fact shets and checklists with case scenarios were frequently
suggested to help make concrete howfinancial munsellors can assist

Fact sheets they can refer to regarding FC & Rural FC with case studigge useful)as case studies
bring home what FC/RFC do.H18)

Would be really useful to have scenarios of how the FC can helfscenarios pitched at ordinary

people explaining how they might be useful to ordinary people. Smalbusiness peopleusually have
accountants but FCs are looking at overall picturd insurances, grants and soonl e m al way s
getting emails about how other agencies can help my clients. Tis not really what | need. P7)

A fact sheet or questionnaire to decide who is the most appropriate type of advisor for you. That
might be helpful to us (aavisors) too but especially for people who are just trying to get on with
running their business t might be useful. (P13)
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Checklists are usefuli easier to digest information presented simply and clearly. So many
newsletters and links that an easilyidentified checklist would be great. Both for clients and
agencies. P15)

8.3 Networking Webinars

Professionalnetworking workshopswere a good idea for service providers inlocal communities
especially if they could be delivered ofine as priorities shifted to getting back on the road and
delivering services. As people could watch webinarsvhen they chose.

Webinarsiare useful for that reasort) O u r orkers are increasing making use of webinagsbecause
they can review them at times that are convenient tahem (P14)

Promotion of fact that FCVi camxmaydedsdfubperhagse bi nar s al
especially to new staffwas recommended

8.4 A Comhnation of Options
Intervieweesoften sought a variety of information strategies. It was speifically noted that this
should include a focus on information educating workers about insurance issues.

A combination of options would be great. Fact sheetit h e r petv pieca of info is also good. A
really basic onepager or poster we can put on thewall & Did you know this is what we FG5) do?a
that would be really helpful. Using common scenarios of referrals that can be made and or less
common [ssues that people should reflect on is really helpfyP14)

Fliers/fact sheets, more workshops, are &bood. Online information we can email is good. Hard
copies we can hand out. Refresher workshops would be good. Also helpful for networking too.
Updates on whRIZ)es changed. (

FCVic shouldcontinue or maintain current strategiesa forums, networking, information sharing
P6)

8.5 Promotion and Education of Community

In addition to greater promotion to case managers and other bushfire recovery workers,
consultation participants saw a need for promotion of financial counselling services and how they
can help direct to the community. They nominated various rachanismsthrough which this might
be done such as local CommunityRecovery Committees, neighbourhood houses and local media.

In addition, as noted abovethere was support for information for the broader community, including
sessions based on the FCVic networking sessions.

Agencies are still seeing clients about grants for example. It was felt that key messages such as the
availability of assistance witheligibility for grants and how to deal with mortgages once the

payment moratorium is over as well as general hardship an@entrelink assistance are needed now.
In addition there is a need toreinforce informationthat services provide:

Replication of information of the FCVic networking sessions tothecomu ni t y Uhel pf ul . Yo
hear people say no one told us et cWelbvetokeepf t en peo,
giving the message and givingit in different ways. (P4)
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A need for greater community educationabout financial issuesgenerallywas dso emphasized,
VACCA was keen to explore a Partnership arrangement for ACCOs with FCVic to conduct general
financial awareness sessions for bushfire affected Indigenous communities.

Concerns that the community needed to be more aware of insurance retat issues were
particularly highlighted.

Promotion for people to look at their insuranced what they are covered for, how long covered, if
they have income protection, so supporsystems are in place before they are neededP(7)

Education about insurane | s [ mportant. Some peopl e haveneéet ha:
lot. Youdonét realise its usefulness uPRIB)i | you experi e

Could the Insurance Coacil provide some pro-bono information sessions etc. as a preliminary to
taking out insurance £8)

People need to get appropriate insurance and understand what benefits they are eligible for or
not. People also need education on what to be wary of. (P10)
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9. Recommendations for Financial Counsellinig Disaster Recovery

1. In the initial stages of responding to a disaster financial counsellors should be utilised for
secondaryassistance to case support including for advice and informatiorregarding:
1 hardship policies
1 grants
1 Centrelink income eligibility.

2. Financial counselling outreach be inaded in bushfire preparedness activities to promote
financial awareness in communities at risk, including the importance of insurance.

3. Todeal with significant sector capacity constraints, and ensure future disaster needs for financial
counselling can be met in a timely fashion, FCVI
process for the sector should be taken forward as a matter fourgency.

4. Coordinated efforts, led by FCVic, be undertaken to raisawareness/understandingof financial
counsellirg in regional areasto enable meaningful access to services by the community when
they are most needed.

5. FCVic establish a communication campaign wking with BRV and/or other disaster management
agencies, as appropriate, in local papers, local radio using case studies tcealrly articulate the
role of financial counselling in a disaster, along with fact sheets/referral checklists and case
scenario inbrmation for other workers and potential clients.

6. Bushfire Recovery Victoria (BR\® support further Networking Workshog(s)in areas ofbushfire
risk promoting the role of financial counselling as part of the spectrum of support required and
targeting the full range of bushfire recovery support workers Where there are opportunities to
hold them in community ratherthan online this be the format, with content to include
9 Setting out the local financial counsellingorganisations and outlining the work they do,

presenting case studies or scenarios and referral contacts,

1 Making clear the distinction between the roles offinancial cowsellor, rural financial
counsellor, and small business advisors

9 Providing an update on key issues including insurance and rebuild issues

7. FCVicto promote the availability of its recorded networking workshops those conducted in
MayJune 2020 and any future workshops) asa resource.

8. FCVicshould continue working to establish a Community of Practice for all bushfire recovery
financial counsellorswhich would build professional apacity, including:

9 identify training needs
1 identify systemic advocacy issues arising from casework
1 share stategiesto support client needs.

9. FCVic to develop a sector policy on response to disaster situations, incorporating the insights
from this review and other disaster experiences, and identifying immediate, short and longer
term response components.
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