Case Study
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Name of Community Group Name of Business
Kildonan Child & Family Services

Partnership Description

The partnership was established in March 2000 to develop innovative programs to assist customers
experiencing difficulties paying their water bills.

The programs that we have implemented over the past three years focus on early intervention and
prevention and are delivered in a way that is empowering, supports self determination and ensures
customers are always treated with dignity and respect.

The key deliverables of the contract are:
e access to free, timely independent advice & advocacy for YVW referred customers
operational & strategic advice on the hardship customer segment
review of hardship segment policies & programs
training - fundamental to the partnership
relationship building with other stakeholders, and
facilitation of customer focus groups.

Tell us about Your Community Group Tell us about Your Business

e Established 1881 to provide
accommodation for disadvantaged
children and young people

e Agency of the Uniting Church in
Australia

e Seeks to strengthen families and help
them discover new ways to solve their
problems

e Emphasis on early intervention to
prevent family breakdown

e Develops intervention models that
have positive outcomes for low
income / disadvantaged

e Services include home based support,
youth & family counselling and
mentoring, community housing,
financial counselling, support to
families affected by domestic violence,
school-based programs and youth
activities

e focuses on increasing understanding
of the many issues affecting
people’s capacity to pay
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Why did you want to become involved in a Partnership?

o Recognised need and concern for
consumers who were experiencing YVW
debt collection practices.

o YVW willingness to discuss issues and
make hard decisions

¢ Kildonan understanding of essential
services and structures that impact low
income and disadvantaged consumers.

¢ commitment to systemic change for low
income consumers

¢ need for development of robust &
responsive programs

o YVW'’s openness to hear & discuss
difficult issues

e desire to reduce caseload and develop
programs and processes that do not
require our advocacy

e assist in developing respectful practices in
an essential service

e develop programs and processes that
maximised our expertise in low income
issues

e Recognition that there is a need for a
working model of hardship practiced by a
utility company.

What were you attracted to when choosing your partner?
YVW Managements commitment to genuine
change.
YVW willingness to change their debt
collection practices.
YVW preparedness to work through difficult
changes and establish new structures.

A need for a business model for clients facing
hardship

Ease of ongoing communication and mutual
respect.
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Detail the first steps of the process of developing your partnership. Where did you
start?

Initial steps taken before partnership
developed to assess appropriateness and
suitability.
Open and frank discussions of needs and
issues facing both consumers and YVW.
Examination of needs of business and level of
understanding around low income issues.
Development of training to identify needs for
Customer Support Team, Call Centre staff
and Credit Managers.
Through our participation in the Customer
Consultative Committee.

What have been the benefits — both short-term and long-term?

e Consumers now can navigate the internal
system of YVW resulting in positive
experience and good outcomes for both.

o Consumes feeling empowered and
respected.
ability to influence a large utility Company
application of model & learning’s to other
similar organisations

e clients can now address situation without
need for an advocate

e development of repeatable, robust
training
programs

e Clients are able to contribute what is
affordable rather than what is consumed,
and by so doing avoid restriction from an
essential service. Experience of a
workable model between NGO’S and
business with positive client outcomes.
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What contributions does your organization make to the partnership? (e.g. in-kind

support, volunteers, membership on Boards etc)

What have been the challenges?
Developing a critical friend model.
Understanding different business
drivers for both organisations.
Continuing to define and evaluate
work and outcomes for consumers.
Creating opportunities for growth and
learning for participants, YVW and
Kildonan.

What have been the lessons?
Develop quickly respectful relationship
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with partners while valuing difference.

e Need to continue to innovate both with
business and programs.

e Liaise and work with consumers on their
views and needs.

e Learn from process and develop
recognition of both organisation skills and
commitment to process.

e Importance of working with people in

business with commitment to best

practice models.

What advice could you offer to others thinking of forming a partnership?

Have clear directions and drives with
shared vision

e Have staff with abilities to adapt and work
within different framework.

e Stay focused on outcomes.

e Develop flexibility in both expectations and
timing.

e Management commitment to make

changes.

What plans do you have for future partnerships — with either your current partner or
with other organisations?

Continue to learn from relationship

and consumer outcomes.

e Continue to innovate in meeting both
consumer and YVW needs.

e Take leanings from this experience

into the wider essential service arena.

If you are willing to assist other businesses or community groups in advice on
partnerships would you provide your contact details for others to talk through any
guestions they may have?

Kildonan Contact
Susan Fraser
Senior Manager
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Social Advocacy Services
Phone 03 84010100.
E-mail address: sfraser@kcfs.org.au
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