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EXECUTIVE SUMMARY

Background, objectives and methodology

Melbourne Water, in its capacity as the managing authority for the waterways, floodplains and drainage
systems in the Port Phillip and Westernport region, has put in place the Flood Management and
Drainage strategy 2015, aimed at minimising flooding risks as well as minimising the impact of floods by
undertaking a number of initiatives, including increasing community preparedness. The strategy
identifies community preparedness as a key element of reducing tangible and intangible damage as well
as promoting a speedy recovery after flooding.

To date, extensive work has been done in conjunction with its main partner, VICSES, in educating those
in areas deemed to be of high risk across the region. However, despite these vigorous education
programs and the potential for significant personal loss from flooding events, the risk of flooding has
very little saliency across the broader Port Phillip and Westernport community. To this end, Melbourne
Water has undertaken to develop a ‘whole of community’ strategy to improving the levels of awareness
and preparedness associated with flooding. Ultimately, the goal will be for this initiative to change
attitudes and behaviours towards flood preparedness at a community wide level.

As such, information was needed by Melbourne Water to feed directly into the development of a target
in the Flood Management Strategy, setting a baseline level of flood awareness and to shape the scope
and messaging of a Flood Education Plan. It was also important for Melbourne Water to confirm that the
proposed definition of ‘flood readiness’ resonates with the broader community and to clarify what the
action points might be that deliver on this definition.

To this end, a program of focussed and fit-for-purpose research met all of these needs for Melbourne
Water, the overarching aim of which was to deliver insights to Melbourne Water and its stakeholders
around the understanding of ‘flood readiness’ and factors that can motivate a change in behaviours of
those who are not prepared for flood events, along with establishing benchmark measures of
awareness, attitudes and behavioural change with respect to flood readiness.

Following a project inception meeting with Melbourne Water and its stakeholders, we conducted two
streams of research activities consisting of:

¢ Qualitative exploration comprising 9 focus groups;

o Quantitative benchmarking comprising n=2,789 online interviews with residents of the broader
Melbourne area (n=82 were identified as flood prone) plus n=200 CATI interviews with those
identified as flood prone.

We incorporated Behaviour Change theories to this research, as this is the ultimate goal for the
initiative, using a model that explores capability, motivation and opportunity as three core elements to
changing behaviour.

Qualitative Exploratory Findings

Understanding of a ‘flood’

Attitudes towards floods are driven by definition. Overwhelmingly most identified flood as ‘riverine
flooding’ or rivers breaking their banks and flooding the nearby properties; more so in the country, than
for the cities. Flooding is perceived as being ‘extreme’, so strong in force that property can be torn from
foundations and carried away. As such, the key challenge is to address perceptibly that ‘low severity’
flooding does not have high impact or that there is nothing that can be done about flooding events, that
they are a force of nature that is out of their control.
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In contrast, storms are the natural disaster most likely to directly affect Melbourne and highlighting

storms as a catalyst for a flooding event will make the threat of flooding more relatable and thus
believable for Melbourne residents.

Consequently, communications will need to provide context to be relevant and believable. Context can
be provided by: showing them about their town, their suburb, demonstrating the difficulty in getting
around, conveying the anxiety and emotional stress caused and comparing floods with something they
CAN relate to (for example the damage caused by fires).

Responsibility for Flood Management

Responsibility for flood management was largely seen as that of council or the government in general.
In particular, ensuring adequate storm water drains and maintaining them, building controls, and making
people aware that they are building/ buying in a flood prone area.

Evaluating Melbourne Water ‘Flood Ready’ definition

Part of the research objectives required evaluating the meaning of ‘flood ready’, as defined in the Flood
Management Strategy, Port Phillip and Westernport, (October, 2015) which is “People who understand
their flood risk and know what actions they can take to minimise them, such as building appropriately,
taking out insurance and being emergency ready” . This proposed definition is congruent with
perceptions among the community and as such the definition will work as an overarching direction for
communications as these messages are more likely to be accepted.

There were three ‘Flood Ready’ definition areas that were also evaluated:

1. Preparation by building and maintaining appropriately: There was strong agreement with
this as part of flood readiness. It was further broken out into two streams 1) self managed
including things that the community can do themselves around their home and 2) managed by
others, in particular councils.

2. Taking out insurance: This was a key issue raised spontaneously and was seen to be highly
appropriate as a key factor to being ‘flood ready’. That said, many (even in flood prone areas)
were not aware whether their insurance covered them for flood or not.

3. Being emergency ready: This comes in many different forms but includes having an
evacuation plan, having an emergency kit, putting valuables up high, knowing how to look and
listen for updates, switching power off and looking out for others.

This relates to the Behaviour Change Wheel in terms of:
o “Capability”: building and maintaining speaks to environmental restructuring and restriction
e “Opportunity”: understanding their flood risk is about education and persuasion

e “Motivation™: Taking out insurance is about incentivisation and coercion while being ‘emergency
ready’ is about enablement, training and modelling

Perceptions of flood readiness

There are three areas that form a pathway to ‘flood readiness’:

1. Awareness: Many misinterpret that if you are not near a river or creek or that it is not a
catastrophic event, you are not at risk. A knowledge gap of the impact that even a small amount
of flood water can cause exists. A further element impacting on awareness is confirming at what
water level it becomes ‘a flood’. The overwhelming majority of those in at risk areas were not

! Flood Management Strategy, Port Phillip and Westernport, October 2015.
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aware they were at risk and believed it was the responsibility of council, real estate agents or
insurance companies to inform them.

Acceptance: On face value, all could identify and accept the possible impact of a flood (damage
to property, loss of possessions, mould and smell). However, there was a lack of appreciation
as to the extent of the damage caused, and the length of time to recover with many expressing
unrealistic expectations that insurance will fix everything. The emotional impact following
flooding needs to be strong in future communications to add to message credibility.

Action: There is a challenge to overcome the perception that there is nothing that can be done
as the event itself is unpredictable. However, people were very open to being given guidance
and knowledge on how to prepare and what to do during a flood, once they had accepted the
idea that they could be at risk. This involved (a) knowing what action to take, and (b) being able
to achieve that action. As such, people responded positively to the FloodSafe Brochure.

Three broad elements are evident to influence behaviour change in accordance with the Behaviour
Change Wheel Model in respect to flood readiness:

“Capability™: particularly at a physical level to enable some of the actions required to be Flood
Ready as evidenced by the positive response to the SES FloodSafe brochure

“Opportunity”: presented via the communications strategy and Education Plan being developed
by Melbourne Water to make people aware of flood risk and implications for them personally

“Motivation”: changing behaviour will be driven by awareness they have of the implications of a
flood event, both at a physical, but also emotional, level.

Informing communications

A series of different flood facts’ were evaluated for their resonance and credibility:

1.

The annual average damage of flooding in Australia is 7.8 times more costly than bushfires.
Comparison to bushfires provides context and relevance and is surprising, while still believable.
It provides enough ‘shock value’ to engage with the message. But, the context of ‘Australia’ (as
opposed to Melbourne) could allow people to easily dismiss the fact as not relevant.

In Melbourne there are over 40,000 residential homes that are prone to flooding
To most this seems large leading many to question, “could | be one of those?” It is believable
credible. However, it lacks context as many do not know the total number of residential homes.

In the greater Melbourne region there are over 100,000 properties that are prone to flooding
(including houses and businesses)

This even larger number (compared to 40,000) makes it even more compelling. Again, not
knowing the total number in Melbourne means it loses some context and relevance.

The annual average damage of flooding in Melbourne is around $245 million

This seems high so is surprising. It has some context (i.e., know the value of money) and as it
is about Melbourne, relevance increases. But, upon reflection, the value seems low, particularly
in the context of rebuilding roads / infrastructure so lacks some context and ‘shock value’.

Only 37% of people who are in a flood prone area are aware that they are in a flood prone area
Challenges the belief that you would know that you were in a flood prone area and is therefore
highly motivating. However, can be dismissed if message is not delivered within the context of
their personal situation.

48% of people who are in a flood prone area don’t know whether their insurance covers them
for a flood
This disturbs those who are uncertain about their insurances. Combined with the fact that they
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are in a flood prone area, is a definitive prompt for them to take action and check. However,
can be dismissed without a definite message of ‘your house is in a flood prone area’.

7. During the 2001 floods in Victoria, 3 people died including a man who fell off the roof of this
Glen Waverly home trying to stem a leak that was attributed to flash flooding
Some emotive connection given there was a death. For those living in a nearby suburb, there
was a greater resonance. However, while there is empathy for the deaths, 3 seems minimal
and is easily dismissed, particularly when compared to the lives lost in QLD floods or during
bushfires. Being on the roof during the storm is seen as a risky and foolish action.

Evaluation of the ‘Andrew Serratore case study video’

The benefit of this is that it highlights the emotional impact and stress of a flood. For those close to
Albert Park, the video has a stronger impact, making it more ‘real’ and relevant. However, if the content
is not relatable or not in their area it could be easily dismissed and is therefore limited in this aspect.

Implications for communications and education development

There are a number of ways that communications can impact behaviour. In particular, touching on
elements of the Behaviour Change Wheel to enact that change:

e Capability: Environmental Restructuring through building, maintenance and regulation is
complex and not suitable for an immediate campaign, but could be used for longer term
strategies.

e Opportunity: There is a distinct gap in knowledge and understanding (Education) and in
emotional connection (Persuasion) which communications would be ideal to correct.

e Motivation: Strong opportunity to utilise the potential of cost through not being covered by
insurance (Coercion) and the safety net of knowing you are covered (Incentivisation).
Additionally, large gaps exist in skills (Training) and beliefs (Enablement) that people can take
action to prepare. There is also opportunity to provide examples of what to do (Modeling).

Quantitative Benchmark Findings
Flood Awareness, Experience and Understanding

Four in ten (42%) of the flood prone are aware they are at risk of flooding. For subsequent waves, an
increase of 7% (from the benchmark of 42%) will be a statistically significant improvement.

Those at flood prone addresses are significantly more likely to define water levels as a flood before it
goes above ground floor level (32%) compared to those not at flood prone addresses (22%) suggesting
greater saliency of the risk of flooding amongst those at flood prone addresses. Of concern, is that 21%
of the total feel that water levels a few centimetres above the ground floor level is not yet a flood.

Not unsurprisingly, those at flood prone addresses have more experience with flooding, but this
experience is generally low level. Only 8% of these have experienced flooding above ground floor level.

Perceived likelihood of future flooding is significantly higher for those at risk of flooding. However,
perceived risk is still relatively low (less then 5 out of 10). Those who are flood prone but who do not feel
at risk, report that this is because they have not had a problem before (51%), have effective drainage
(40%), and do not live near a body of water (39%). Of concern is the perception that if residents are at
risk of flooding, they would be actively told about that. More than one in three who do not feel they are
at risk claim it is because they have never been told they are in a flood prone area.
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Perceived Impact of a Flood

Perceived impact of a flood increases substantially once water levels are 2-3 centimetres above the
ground floor level. That said, the perceived impact of 2-3 centimetres of water above the ground floor
level is still well below the impact of water levels halfway up the ground floor. This confirms the
qualitative findings, that many underestimate the potential impact of a low level flood.

Amongst those who are flood prone, 28% rate the perceived impact of 2-3 centimetres of water above
ground floor level as a 5 or lower on the scale of ‘0’ (no impact) to ‘10’ (catastrophic impact). The bulk of
those who are flood prone rate this flood level a 6 or 7 (43%) with only 29% rating impact 8 or higher.

Further evidence of the lack of saliency of a flood 2-3 centimetres above ground floor level, is that
nearly half (48% of those who are flood prone and 47% of those who are not) agree (rate 8-10) that
‘being flooded wouldn’t be as bad as being caught in a bushfire’. Similarly, 38% agree that ‘it would be a
hassle to be flooded but there are worse things’.

Preparedness for a Flood

One in three (32%) of those who are flood prone feel they are prepared for a flood (extremely or mostly
prepared). This drops significantly to 23% amongst those not flood prone. Further, regardless of current
flood risk, about two in three (65% of those who are flood prone and 62% of those who are not) agree
(rate 6-10) that if they were prepared they would be able to cope with a flood.

Importantly, for those who feel they are prepared for a flood, the feeling of being able to cope with a
flood is significantly greater (36% rate 8-10 versus 20% of those not prepared). However, amongst
those who do not feel they are prepared, 23% feel preparedness would not help them cope. This
suggests that the link between preparedness and the ability to cope should be addressed in
communications in order to encourage residents to take more action towards flood readiness.

For those who are flood prone but do not feel prepared, the most common reason they feel this way is
simply because they have not thought about it before (38%). However, beyond simply raising
awareness of preparing for a flood, results indicate that the need to be prepared also needs to be
communicated: 29% who are flood prone are unprepared as they do not think it is necessary.

The most well known flood risk minimisation strategies are cleaning and maintenance of gutters and
drains. For those who are flood prone, awareness is significantly higher. That said, there is still a great
deal of room to improve awareness amongst both the flood prone and those not flood prone. Fewer
than half (41%) of those at a flood prone address were aware that having an emergency action plan and
preparing an emergency kit (33%) are risk minimisation strategies.

Attitudes Towards Flooding

Overall perception of flood risk is largely neutral. Of concern is that, on average, there is not strong
disagreement with ‘a flood a few centimetres above ground floor level that happened really quickly but
then subsided really quickly wouldn't really affect me’. Further, both those who are flood prone and
those who are not, believe the responsibility for minimising risk lies elsewhere (rating 6.4 out of 10).

Encouragingly, there is some agreement that individuals are also responsible for protecting their
property from the risk of flooding (6.2 out of 10 on average for both the flood prone and not flood prone).
However, there is also a sense of some helplessness with a lack of strong agreement that ‘there are lots
of things | can do to minimise the risk of flooding to my home’ (5.3 out of 10 for those not flood prone
and 5.0 out of 10 for the flood prone), and that ‘floods are not something that you can prepare for’ (4.4
out of 10 for those not flood prone and 4.5 out of 10 for the flood prone); and ‘there is nothing | can
really do to avoid damage to my home and property from a flood’ (4.7 out of 10 for those not flood prone
and for the flood prone).
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There is also lack of knowledge with relatively few agreeing they ‘know where to find information about
being prepared for a flood’ (4.2 out of 10 for those not flood prone and 4.5 out of 10 for the flood prone)

and ‘I know what to do to protect my property if there is a flood’ (4.4 out of 10 for those not flood prone
and 4.3 out of 10 for the flood prone).

These results indicate that communications need to educate Melburnians as to what they can actually
do to minimise their risk that will, in turn, likely give them a stronger sense of control.

Communication Channels

In case of flood the SES is clearly the first point of call for help (76%) followed at quite a distance by
emergency services (45%). Overall this indicates that the community has confidence about whom they
would contact during a flood. But there is a wide range of information sources mentioned when thinking
about who to contact to find out more information about preparing for a flood. Local council is most often
mentioned (53%) followed by SES (46%) and Melbourne Water (32%). This suggests there is some
uncertainty about whom to contact for information about preparing for a flood.

A letter box drop is the preferred communication channel for nearly half (47%); chosen significantly
more often than other channels including television. A wide range of information is also desirable in
communications. The least helpful information is felt to be ‘what items to put in an emergency /
evacuation kit'. This suggests the value of having a kit prepared needs to be raised.

Guiding Communications for the Wider Melbourne Audience

Using Principle Components Analysis, four distinct attitudinal segments emerged, each representing
one quarter of the wider Melbourne community.

Segment 1: “It's all under control”

This segment feels in control when it comes to flooding and flood risk, have taken steps to minimise risk
and protect themselves, know where to find information, and know that it is up to them to protect their
property. They are likely to be receptive to communication and content if it is thorough and goes beyond
what they have already done / are aware of. For example, while residents in this segment have done far
more than others, relatively few have an emergency action plan or evacuation kit. More ‘basic’ or
‘beginner’ communications might be disregarded as something they already know or have already done.

While this segment feels responsible for taking action, they also have some sense of false security
about the impact of a flood 2-3 cm above the ground floor level. It will be important to educate this
segment about the potential impact of this to motivate more risk minimisation actions.

Segment 2: “No worries”

This segment feels less in control, less informed and less prepared simply because they do not feel they
need to be. They believe flooding and flood risk is largely to do with environmental features (e.g.
proximity of bodies of water, residing in a low lying area). The focus of communications should be on
raising awareness of flood risk and that there are actions they can take. Initially focusing on the
simplest, lowest effort risk minimisation strategies would likely have the most success. Communications
also need to address the false sense of security that they are not at risk because they are on a hill, do
not live near a body of water, etc.

This segment also expects to get warnings that a flood is coming and lacks understanding of the
potential impact of a flood 2-3 cm above flood level.

Segment 3: “Look after me”

This segment believes that responsibility for minimising risk and preparation belongs to others - to warn
them of an impending flood, to warn them if you are not covered by insurance, and to provide the
necessary infrastructure to minimise their risk. So while they are more aware of the potential impact of a
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flood 2-3 cm above floor level, they do not believe that they themselves are primarily responsible for
taking steps to protect themselves and minimise their risk.

While those in this segment have taken some action, they could do far more. Communications need to
emphasise that leaving it to others is not enough and that personal action and responsibility is also
important.

Segment 4: “It's out of my hands”

This segment are highly disengaged; giving little thought to flood risk. They also have little sense of
control over flood risk, feeling that there is nothing they can really do to prepare or minimise their risk,
and not knowing where to find information. Communications need to focus on raising awareness of
flood risk generally and then focus on empowerment. making them aware that they do have some
control over their flood risk / control over protecting their home and property from damage.

While this segment does not necessarily feel that they are protected by not living near a body of water
orin a low lying area, this is because they have given little thought to flood risk. Similarly, they also do
not feel that others should be responsible for minimising the risk, because they do not feel that there is
anything that can be done or that anything should be done.

While they also need to be educated about risk minimisation strategies generally, it will be critical to
convince this segment that those strategies are something that they can do and something that will
actually benefit them.

Melbourne Water - Benchmarking Flood Ready Behaviour report vii



1. BACKGROUND

1.1  Overview

Melbourne Water is the management authority for the Port Phillip and Westernport waterways,
floodplains and drainage systems, in addition to providing wholesale water and sewage services to
Melbourne’s water retailers. As part of this remit Melbourne Water manages flooding and flood risks for
Port Phillip and Westernport using a variety of strategies ranging from urban planning to flood warning
systems, to upgrading and maintaining infrastructure. Equally important is Melbourne Water’s focus on
sharing information on flood risk with the community. To accomplish this goal Melbourne Water
supports community education and awareness programs designed to inform the community and reduce
the economic and social impact of flooding. One of the ways it does this is in a strong partnership with
VICSES.

Despite having these projects in place, Melbourne Water faces large challenges in relation to managing
flood risk. Significant flooding occurred in 2011 in metropolitan Melbourne, and major riverine flooding
as recently as 2005. Annually flooding causes an estimated $399 million2 in tangible damages in
addition to emotional stress, loss of life, and sentimental value of items lost. This is a significantly
greater financial impact than any other natural disaster, including bushfires. Compounding this issue is
the fact that going forward, the risks and costs of flooding in Port Phillip and Westernport are predicted
to increase. Leading work on climate change suggests that Melbourne will experience more extreme
weather events in coming years, bringing with them an increased chance of flooding. Additionally, rapid
population increases are expected to push the Melbourne metro population to 6.4 million by 20262,
putting further pressure on existing areas and resources such as drainage systems.

At present, it is known that 127,000 properties in the Port Phillip and Westernport region are prone to
flooding. Since 2008, Melbourne Water has been working in partnership with VICSES to fund and run
an education program to assist in raising awareness and understanding of the risks of flooding and how
to prepare for such an event, particularly in high risk areas. Additionally, in partnership with local
councils and SES, Melbourne Water has seen successes in the Maribyrnong area through direct
contact and consultation. This community consultation included information sessions, flood markers,
and an SMS warning system along with a door knocking campaign and information kit handout in 2011
and 2013.

However, despite these vigorous education programs and the potential for significant personal loss from
flooding events, the risk of flooding has very little saliency across the broader Port Phillip and
Westernport community. Factors such as low risk perception, self efficacy and optimism bias offer
some explanation for the difficulty facing communications regarding high risk, low frequency natural
disasters. In addition, efforts have naturally focused on high risk areas with low risk areas logically not
receiving the same amount of attention in raising awareness and education of the risks of flooding.

To further combat the risks associated with floods, Melbourne Water has developed in consultation the
Flood Management Strategy, 2015, which has a shared vision for flood management for the region:
Together we are resilient. Communities, business and government understand flooding, plan for
challenges, and take action to manage risks. The strategy identifies the need to engage communities
and build awareness to support resilience and preparedness, and in turn reduce the consequences of
floods. As such, Melbourne Water is now looking at developing a Flood Education Plan and associated
communications designed to increase sustained awareness and preparedness for flooding. Importantly
however, this Flood Education Plan is a community-wide initiative, targeting not only high risk areas but

2 “Flood Management Strategy, 2015, Melbourne Water
3 “Waterways and Drainage Strategy 2013”, Melbourne Water. pg. 10.
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medium and low or no risk areas as well. Ultimately, the goal will be for this initiative to change
attitudes and behaviours towards flood preparedness at a community wide level.

1.2 The Need for Research

Information was needed by Melbourne Water to feed directly into the development of a target in the
Flood Management Strategy, setting a baseline level of flood awareness and to shape the scope and
messaging of a Flood Education Plan. It was important for Melbourne Water to confirm that the
proposed definition of ‘flood readiness’ resonates with the broader community and to clarify what the
action points might be that deliver on this definition.

Beyond this, an understanding of key factors and drivers for flood preparedness is vital to ensure that
any education activities developed by Melbourne Water are targeted and relevant for its intended
audience. Importantly, all and any measures need to be benchmarked and repeatable so that long term
measurement of the success of any initiative can be monitored.

A program of focussed and fit-for-purpose research met all of these needs for Melbourne Water. The
findings from the research are being used not only by Melbourne Water, but its key partner in flood
readiness, VICSES, to execute the relevant initiatives.

Melbourne Water - Benchmarking Flood Ready Behaviour report 2



2. OBJECTIVES

2.1 Research Aim

Findings from the research are being used as direct input into the development of a Flood Education
Plan aimed at building awareness and preparedness. Furthermore, a baseline was set through this
research so the effectiveness and impact of the education can be measured and Melbourne Water can
track performance against the target in the strategy, which is a 40% increase in the number of people,
directly affected by flooding, who are aware of their risk (by 2021). As such, the overarching aim of the
research was to deliver insights to Melbourne Water and its stakeholders around the understanding of
flood readiness’ and factors that can motivate a change in behaviours of those who are not prepared for
flood events, along with establishing benchmark measures of awareness, attitudes and behavioural
change with respect to flood readiness.

2.2 Research Objectives

The brief clearly outlined three core areas of knowledge seeking. As such, the specific research
objectives were:

1. Test the Flood Management Strategy definition

Evaluate the definition of a ‘flood aware’ and ‘flood prepared’” community, as identified in the Flood
Management Strategy, Port Phillip and Westernport which is “People who understand their flood risk
and know what actions they can take to minimise them, such as building appropriately, taking out
insurance and being emergency ready™. In particular, this needed to explore the community’s
understanding of:

o what is the definition of a “flood™?

o what are the differences between a tolerable and intolerable flood?

e how does a riverine flood differ from a land overflow flood or a tidal flood?
o where does the responsibility for flood management lie?

e does the draft definition of being ‘flood aware’ or ‘flood prepared’ resonate with the broader
community, both those in flood-prone and non flood-prone areas?

Furthermore, this definition was compared amongst those who are considered ‘flood ready’ versus
those who are not, in order to identify any fundamental gaps in the strategy definition which may
ultimately lead to the communications campaign being misguided.

2. Explore perceptions of flood preparedness of the community

Gain an in depth understating of how people respond to the idea of flood readiness both at an individual
and community level. In particular, perceptions around how people are affected by flooding, the degree
of the impact and thoughts on how to prepare for such an event. In addition, it was important to fully
understand peoples’ underlying beliefs around the need for flood readiness. Do they even perceive it as
a ‘real’ threat? Is it in the same category as the threat of fire or some other natural disaster? It was
important at this stage to identify the key factors that motivate people, and the wider community to
respond with positive action towards flood readiness.

3. Set baseline levels of awareness and behaviours

4 Flood Strategy: Port Phillip and Westernport, April 2015.
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To develop and quantify a set of relevant and repeatable measures that can be used as a benchmark
against which to evaluate the success of the proposed education. Ultimately, the aim was to change

levels of awareness, attitudes and behaviours within the community with respect to flood readiness and
this objective was fundamental to being able to evaluate that goal.
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3. RESEARCH METHODOLOGY

3.1 Overview of Methodology

Our approach to the research was determined by the need to provide a methodology that allowed the
research objectives to be achieved within time constraints for the project. Following a project inception
meeting with Melbourne Water and its stakeholders, we recommended two streams of research
activities consisting of:

¢ Qualitative exploration comprising 9 focus groups;
¢ Quantitative benchmarking comprising n=3,000 online interviews.

These stages were followed by a comprehensive stage of analysis before final delivery of reporting and
presentations.

The diagram below highlights the sequential nature of the research program.

Table 1. Overview of Methodology

£ hour workshop 9 x 2 hour focus groups n=3.000 onling survey 2 x presentations +
written repor

3.2 Approach to Qualitative Exploration

The main purpose of this stage of the research was to answer both the Stage 1 and Stage 3 objectives,
namely to (a) “test the definition of a flood aware and prepared community” and (b) to “understand how
prepared the community needs to be and how to get there™.

To this end, we developed a program of qualitative research consisting of a total of 9 group discussions
among people throughout the communities of Port Phillip and Westernport. Importantly, these group
discussions were separated to represent different levels of ‘flood preparedness’ and represented
different demographic sections of the community. Group discussions involved 6-8 participants each and
were up to 2 hours in duration. The group discussions were conducted in 3 different locations across
the greater Melbourne metropolitan region.

Respondents included in this stage of research were defined as:

e permanent residents of the Port Phillip and Westernport region (boundaries of which were
identified by a list of postcodes);

e who is a residential person (i.e. answering as a resident, not as a business owner on behalf of
their business);

e who is solely or jointly responsible for managing their household (e.g. paying bills, making

5 Social Research Project Brief, Melbourne Water, April 2015, pg. 2-3.
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decisions on services for their property, purchasing insurance, etc.).

Our sample structure for the 9 focus groups, were split to accommodate not only the differences in flood
preparedness but also to account for different areas across Port Phillip and Westernport region and to
allow for demographic representativeness of the community.

Group ‘ Segment Location Age & household structure Gender
1 Central 51+ y.0.
No more than half with kids
2 ‘Not at risk’ East 20-35y.0.
Not at risk of flooding No more than half with kids
3 West 36-50y.0.
At least half with kids
4 Central 36-50y.0.
At least half with kids
‘At risk, d’ i
Sk S )
At risk of flooding but are not No more than half with kids
aware or prepared group
6 West 20-35y.0.
No more than half with kids
7 Central 20-35y.0.
No more than half with kids
‘At risk, d’
8 ) s prt'epare East 36-50y.0.
At risk of flooding a_nd are At least half with kids
prepared for it
9 West 51+ y.0.
No more than half with kids

One of our key strategies in approaching these discussions was to apply the Behaviour Change Wheel
theory, to ensure effective coverage of the potential issues that may be at play, as highlighted in the
table below.

Table 2. Behaviour Change Wheel Model

Capability

L el Behaviour

Opportunity

We explored three key areas with respondents in light of the Behaviour Change Wheel Model:
1. Understanding Capability — do people know how to prepare or be ready for a potential flood? Do
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people know how they would be informed of a potential flood?

2. Understanding Opportunity — do people have the necessary means to prepare for a potential flood?
If they need to purchase items or prepare their homes in any capacity, are the means to do so
accessible in terms of price and availability?

3. Understanding Motivation — do people understand the potential damage to property (personal and
business) that floods cause and the implication of this both in terms of the economic and social or
emotional impacts?

It was also important that the discussions explored the flood issues at both a personal and community-
wide level, highlighted differences between ‘flood prone” and ‘non-flood prone’ areas and captured the
emotional attachment to the topic at hand. A copy of the Discussion Guide used in the group
discussions can be found in the Appendix.

3.3 Approach to Quantitative Benchmarking

The overall objective of the quantitative component of the research was to benchmark awareness,
understanding and flood readiness behaviours amongst those in the Port Phillip and Westernport
region. The findings will inform the development of a target in the regional flood management strategy.
Importantly, the quantitative research will enable on-going measurement of the impact and success of
education and engagement activities by tracking changes over time.

This report contains the findings for this first, benchmark wave of interviewing.

For the benchmark, we conducted n=2,789 online interviews of 15 minutes in length amongst residents
of the Port Phillip and Westernport region in August 2015. All respondents were the person in the
household who is either solely or jointly responsible for managing their household (such as paying bills,
making decision for services on their property, purchasing insurance, etc.). An industry screener was
also applied to exclude those who work in marketing (including market research) and the water industry.

The survey design was largely informed by the qualitative component of this research program to
ensure relevant attitudes, behaviours and awareness measures were included. We also conducted 6,
45-minute face-to-face cognitive interviews to further test and refine the questionnaire prior to the
commencement of fieldwork. The final questionnaire is included in Appendix 1 of this report.

Within that overall sample, n=2,084 respondents provided a valid address. From the addresses
provided by respondents, we identified those who are at risk of flooding by matching addresses with
those provided by Melbourne Water. Using address matching we identified n=82 in the overall sample
who were at a ‘flood prone’ address at the time of the survey.

To provide a robust benchmark measure of awareness of flood risk, we also conducted n=200, 5 minute
CATI interviews amongst those at flood prone addresses in early September 2015. Sample was
provided by Melbourne Water and respondents were contacted randomly from that sample list.

The table below, Table 3 Final Sample Structure, outlines the final sample structure by age and gender
for the online survey.

Melbourne Water - Benchmarking Flood Ready Behaviour report 7

_o



Table 3.  Final Sample Structure

n Total Female Male 18-34 35-44 45-54 55-64 65+
years years years years

Online Survey

Not flood prone 2002 1204 798 409 394 404 420 373

Flood prone 82 56 26 11 19 17 17 18

No valid address 705 444 261 195 179 160 111 59

Total 2789 1704 1085 615 592 581 548 450

CATI Survey

Flood Prone 200 113 87 2 19 37 50 92
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4. QUALITATIVE EXPLORATION RESEARCH FINDINGS

41 Understanding a ‘flood’

Attitudes towards floods are driven by definition. Overwhelmingly most identified flood as ‘riverine
flooding’ or rivers breaking their banks and flooding the nearby properties. This association is stronger
in the country, than the cities. This definition tends to drive perceived susceptibility to being prone to
flood. As such, it is believed you are less likely to experience flooding if you are not near a river or
creek, you are on high ground (for example a hill) or you are not in the country.

“They had some in regional Victoria, Warracknabeal. | associate flooding with country areas.” (AT RISK,
UNPREPARED)

“When | think flood prone, I think country, a river bursting its banks. | couldn’t even tell you where in
Melbourne is a flood prone area.” (AT RISK, UNPREPARED)

Flooding is perceived as being ‘extreme’ in nature, so strong in force that property can be torn from
foundations and carried away. Images of houses floating down the street and cars being washed away
are what typically come to mind. These perceptions are of major flooding events and are largely driven
by the Queensland floods some years ago. Few think of the damage that can be caused by a ‘minor’
flood.

Once prompted, most could identify with the definitions of ‘overland’ and ‘flash’ flooding and an
understanding these definitions did increase susceptibility for some. However, until provided with
definitions (in the SES brochure), few thought of these causes when thinking of a flood.

The key challenge is to address perceptibly that ‘low severity’ flooding doesn’t have high impact. This
impacts directly on credibility of any communications. Any flood damage that might affect some areas of
Melbourne was seen as likely to be of lesser severity than that experienced by the floods they see
happening in Brisbane. ‘Low severity’ floods are perceived as unlikely to cause any significant damage.
This perceived low severity of flooding events in Melbourne impacts on how people define ‘a flood” even
among those in flood prone areas.

Of more concern is the perception among Melbourne residents that there is nothing that can be done
about flooding events, that they are a force of nature that is out of their control. They are perceived as
unpredictable, and need to be coped with after the fact rather than preparing beforehand. This idea
could impact on the likelihood of taking action. This is of course, different for the Expert group who feel
more in control of a flood outcome.

“It's a massive amount of water that you can’t cope with. That can be produced by weather or things
you can't control.” (AT RISK, PREPARED)

“To me it's something way beyond your control and you can't control it in the sense that it’s chaos and a
chaotic event. Cars speed along and it's moving and there's nothing to do about it and it's the power of
nature.” (AT RISK, UNPREPARED)

Moreover, a flood event is perceived as less relevant than other ‘disasters’. Within this context, there is
a clear lack of relevance or ability to relate to a flooding event over other ‘catastrophic’ events or
disasters experienced.
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Figure 1. Environmental events and disasters relevant to oneself
'r

. Bushfires ﬁ Flooding

f Storms (hail, lightening) /\ ) Hurricanes/ Tornadoes
..l:—‘ Drought, dust storm Tsunami

Earthquakes A)Avalanche:’ mud slides

Bushfires, storms and drought are Flooding is not immediately
immediately relatable because of relatable, even among those who
the experience people have had are in a flood-prone area.

with these events in recent times.
A lack of direct experience with a
flooding event makes this less
relatable.

In contrast, storms are the natural disaster most likely to directly affect Melbourne and storms impact on
Melbourne properties for example strong winds and soaking soil causing trees and branches to fall on
property, torrential rain causes traffic and transport disruptions due to water across roads, ‘king tides’
develop that could potentially threaten coastal properties. Highlighting storms as a catalyst for a flooding
event will make the threat of flooding more relatable and thus believable for Melbourne residents.

‘Melbourne has massive storms and they always cause damage. You get water across roads...tiles
blown off houses.” (AT RISK, UNPREPARED)

“The only disaster really that Melbourne has to deal with is storms. Big winds, hail, rain...lots of rain.”
(AT RISK, PREPRARED)

A number were aware that a lot of Melbourne was built on low laying areas or swampland and could
therefore have some risk of flooding, particularly those in more ‘central’ locations or closer to the
beaches as well as those particularly prone to flooding (such as the Laburnum pocket). This notion is
easily dismissed as unlikely to be severe, likely to be over quickly, likely to be able to recover from it fast
and preventable by not buying in low lying areas.

For some, they refer to their insurance policy in order to clarify the definition of what a flood might be.
Confusion prevails around whether water rising from the ‘bottom up’ or water leaking in from the ‘top
down’ constitutes a flood. Both are considered flooding from the perspective of the community. This will
however need clarification.

‘I saw the rain coming in the roof and down the walls. You think of it (flood) from the floor not the roof. |
hadn’t really thought about it (AT RISK, UNPREPARED)

“It's above and below ground and that’s something they don’t think about. Up through the floor or down
from the sky.” (AT RISK, PREPARED)

Consequently, communications will need to provide context to be relevant and believable. Context can
be provided by: showing them about their town, their suburb, demonstrating the difficulty in getting
around, conveying the anxiety and emotional stress caused and comparing floods with something they
CAN relate to (for example the damage caused by fires).
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4.2 Responsibility for Flood Management

Responsibility for flood management (overland and flash) was largely seen as that of council or the
government in general. In particular, ensuring adequate stormwater drains and maintaining them, not
allowing building to occur that then minimises the natural drainage of water from the area, and making
people aware that they are building/ buying in a flood prone area were all responsibilities assigned to
the council/ government. That said there is some recognition that in older areas, there may not have
been the knowledge to cater for this when the area was growing.

When questioned about personal responsibility, initial responses were largely around avoiding being in
that situation in the first place, for example don't buy a house in a flood prone area, don't buy a house in
low lying areas, and you should know before you buy/ rent. To some degree, even the ‘experts’ who are
well prepared for flooding, believe others have a great responsibility for flood management. Therefore
low perceived personal responsibility equates to lack of motivation to take action.

“As an individual, probably not. But you would expect within the city and street, you would expect the
drainage and maintenance of infrastructure would be an ongoing concern for councils and they would
live up a charter and be mindful and responsible.” (AT RISK, UNPREPARED)

“A bit of responsibility has to go back to the insurance company. They have a duty of care to tell you.
I'd be pissed off if they knew and | didn’t know | wasn’t covered. That’s a load of BS that you should
have to read 8,000 pages of fine print. (AT RISK, UNPREPARED)

“‘Bad planning by the government. They know the flooded areas so you think there would be more
precautions or not allow builders to build.” (AT RISK, PREPARED)

4.3 Evaluating Melbourne Water ‘Flood Ready’ definition

Part of the research objectives required evaluating the meaning of ‘flood ready’, as defined in the Flood
Management Strategy, Port Phillip and Westernport, (October, 2015) which is “People who understand
their flood risk and know what actions they can take to minimise them, such as building appropriately,
taking out insurance and being emergency ready”®.

This proposed definition is congruent with perceptions of being ‘flood ready’ among the community. The
spontaneous word association exercise highlighted that the definition provided is consistent with their
own thinking around what being ‘flood ready’ could mean and that the three areas highlighted are
intuitive to people.

The definition will work as an overarching direction for communications as messages in communications
are more likely to be accepted. Further, there were no differences across groups in terms of those who
are considered ‘flood ready’ and those that are not.

The following diagram shows the three ‘Flood Ready’ definition areas, as evaluated below.

Figure 2. Flood Ready Definition Areas

Preparation by building Taking out insurance Being emergency
(and maintaining) ready

appropriately

6 Flood Management Strategy, Port Phillip and Westernport, October 2015.

Melbourne Water - Benchmarking Flood Ready Behaviour report 11

_o



' M
aV
9.0
.0
LK)

AR

a

4
i
'

431 Preparation by building (and maintaining) appropriately was necessary for flood
readiness

There was strong agreement with the need to build and maintain appropriately as part of flood
readiness. It was further broken out into two streams based on responsibilities 1) self managed
including things that the community can do themselves around their home such as cleaning gutters and
clearing debris from their property and 2) managed by others, in particular councils who can ensure that
natural waterways aren'’t blocked and maintaining storm water drains properly.

This was highlighted by the outcomes of the ‘post-it’ note exercise conducted in the groups that asked
respondents to provide examples of what it means to be ‘flood ready’ and how this is demonstrated.
Examples of elements of the ‘building and maintaining appropriately’ part of the definition are shown
below.

Figure 3. Spontaneous Elements that Relate to ‘Building and Maintaining Appropriately’
.-' Jr- maged { I O{TLers I.l.," W, o il I
Clean and maintain gutters & pipes Don't block natural water flows
Dlon't install box (internal) guttenng Fix & improve storm water drains
Clear debris from around the home Frevent excessive paving in small areas

{planning should allow for good run-off)

Dan't buy/ build in a flood prone area

4.3.2 Taking out adequate insurance was a prevalent element of flood readiness

This was a key issue raised spontaneously and was seen to be highly appropriate as a key factor to
being ‘flood ready’. That said, many (even in flood prone areas) were not aware whether their insurance
covered them for flood or not. Some commented that insurance companies might not cover you if you
were at risk.

Again, the ‘post-it note’ exercise bore this out quite strongly with many groups claiming insurance as a
key ‘flood ready’ strategy for them.
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Figure 4. Spontaneous Elements that Relate to ‘Insurance’

43.3

Being emergency ready

Again, being ‘emergency ready’ came up spontaneously in many different ways, including:

having an emergency or evacuation plan;

having an emergency kit (gumboots, important papers, mobile phone and chargers, medicine);
putting valuables up high;

knowing how to listen for & look for updates;

switching off power;

looking out for others (kids, elderly, pets);

having items on hand to stem the flow (sandbags, mops, old towels); and

moving cars & caravans to higher ground.
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Figure 5. Spontaneous Elements that Relate to ‘Being Emergency Ready’

4.3.4 Relating this to the behaviour change wheel

The definition was also evaluated in line with the Behaviour Change Wheel and was found to be
consistent with its elements as demonstrated in the figure below.

Figure 6. ‘Flood Ready’ Definition and its Impact on the Behaviour Change Wheel

Building (and maintaining)
appropriately is about
environmental restructuring and
restriction (changing physical R
content and using rules)

Making people understand

their flood risk is about

education and persuasion; ie
awareness and knowledge and
using comms to induce
feelings so people will take
action

Being emergency ready is Taking out insurance is about
about enablement, training anc MOTNAT\ON > incentivisation and coercion; ie
modelling: increasing . expectation of reward (ensuring
capability, imparting skills, cover) and creating expectation of
providing an example punishment or cost

Melbourne Water - Benchmarking Flood Ready Behaviour report 14



Latitude
4.4 Perceptions of flood readiness

The exploratory qualitative research highlighted three core components that together create a ‘pathway’
to being ‘flood ready’. The pathway to ‘flood readiness’ is defined by the three A’s: awareness,
acceptance and action as highlighted in the figure below.

Figure 7. The Three ‘As’ in the Pathway to Flood Readiness

Defining a Knowing Physical Emotional Action Action
flood your risk mpact mpact awareness  capability
Awareness Acceptance Action

441 Awareness

Many misinterpret that if you are not near a river or creek you are not at risk. As highlighted previously,
a flood for most is seen as a catastrophic event, caused by natural forces that are usually totally out of
someone’s control, like other ‘natural disasters’. Furthermore, they are often associated with ‘riverine’
flooding and less associated with flash flooding or overland flooding. This brings perceptions that you
would be well aware of the potential flood as the river rises, before it impacts you directly.

“I can’t say I think | will ever be flooded in my life. Ilive in the suburbs, not near a river and really doubt
if it will ever be that far under water.” (AT RISK, UNPREPARED)

‘A flood is where it has a serious impact like the one a year or two ago in Queensland.” (AT RISK,
PREPARED)

As such a knowledge gap of the impact that even a small amount of flood water can cause exists. A
further element impact on awareness is confirming at what water level it becomes ‘a flood’. As most
perceive ‘a flood’ to be a raging torrent of water there is a misperception that a few inches of water
throughout your home is ‘tolerable’ as the impact will be minimal and easily recoverable from.

“I don’t think 3 inches of water would affect me.” (AT RISK, UNPREPARED)

The key barrier to understanding is a lack of awareness of risk. It was highly expected that people would
be aware if they had bought or rented in a flood prone area, so it was then their risk. There was often a
strong sense of superiority demonstrated when discussing whether people should be aware they are in
a flood prone area, particularly among those who did not believe they were in a flood prone area
themselves.

‘I think it’s up to them to find out and if they aren’t interested in their own investment and safety,
then....yeah.....” (AT RISK, UNPREPARED)
‘I can’t understand why people wouldn’t know that. It’s irresponsible.” (AT RISK, UNPREPARED)
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‘I was being harsh. | thought silly people, they should know.” (AT RISK, UNPREPARED)

Moreover, the overwhelming majority of those in at risk areas were not aware they were at risk. Of
further concern is the adamant belief that real estate agents and insurance companies have a ‘duty of
care’ and responsibility to inform residents that they are buying or renting in a flood prone area. If not,
then the council should be informing them.

“I'd expect the insurance company to send me an SMS if it’s flooding.” (AT RISK, UNPREPARED)

For those who are ‘at risk’, there was incredible surprise when they were told they were in a flood prone
area, and that one day it could impact on them.

We must all be in flood zones. I'm surprised that Brunswick is.” (AT RISK, PREPARED)

“I think that's me (one of the 40,000 at risk homes) and | didn’t know and now it's made me think | don’t
know what’s going on.” (AT RISK, UNPREPARED)

“I think I'm flood prone but hadn’t thought of it. | didn’t think | was in a flood zone are despite the lake
(nearby) overflowing.” (AT RISK, UNPREPARED)

However, an understanding that flooding is more than just ‘riverine’ or catastrophic events (such as the
event in Queensland) assists in the credibility of this message to them. Information about flash and
overland flooding, and that it had occurred in Melbourne before (water across the road or on / in
properties nearby) makes it more relatable.

Therefore the knowledge gap needs to be corrected in the Behaviour Change Wheel Model. The lack
of awareness and expectation that others would inform them of their flood risk highlights a knowledge
gap that can be filled with appropriate education in both: what a definition of a flood is and their own
personal risk of experiencing that event (i.e. that it can happen via a storm), and they have a duty and
responsibility to inform themselves, not rely on others to share that knowledge. The challenge will be to
fill the knowledge gap without causing widespread ‘panic’ about the implications of being in a flood risk
area.

44.2 Acceptance
On face value, all respondents could identify and accept the possible impact of a flood. These include:
e damage to property;
e loss of valuables / personal possessions;
e mould and smell;
e possible relocation for a while;
e having to replace furnishing and flooring in the house; and
e possible loss of employment for those in businesses that flood.

Conversely, there was a lack of appreciation as to the extent of the damage caused by flooding, and the
length of time to recover. However, much of it was thought of as a physical fix that could be repaired in
time. The case study video shown (Andrew Serratore) to respondents emphasised the length of time
that it would take to deal with insurance companies and for the damage to be fixed (up to 36 months).
This fact was shocking to many as they had not imagined the length of time would be so great.

“I didn’t realise how long it would take. | just thought that after a week | would clean it up and go back
in.” (NOT AT RISK)

Moreover, some expressed an unrealistic expectation that insurance will fix everything. The general
perception is that as long as you have insurance you will be OK, as “insurance pays out” and your
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carpets and furnishings can be easily replaced. There is also an expectation that this will happen in a
timely manner.

However, the emotional impact following flooding needs to be strong in future communications from
Melbourne Water to add to message credibility. And there was great deal of empathy for people who
may have experienced this in the past, as evidenced when a case study video was shown.

“Poor bugger. And it took so long as well, 36 months!” (AT RISK, PREPARED)

“The hardship and the 36 months of insurance and it wasn't just him but probably 100 thousand more.”
(AT RISK, UNPREPARED)

While thought to be potentially devastating, the emotional impacts were initially underestimated. It was
not until viewing the case study video that the potential emotional impacts were more fully understood.
In particular:

e the impact on children’s lives, for example loss of their familiar bedroom and possessions, the
displacement from having to live and go to school elsewhere; and

o the impact on the couple’s personal relationship.

Additionally, long term emotional impact needs to be recognised by the broader community too. Those
who are in an extreme flood prone area (i.e. the ‘Expert’ group) highlighted the long term emotional
impact of experiencing a flood that was clearly missing from perceptions of other ‘at risk’ groups. In
particular, the emotional and psychological response that is elicited every time it rains or storms.
Furthermore, the fear and anxiety experienced during a flood that is not appreciated by those who have
not experienced it.

‘I suffer from anxiety and get panic attacks now every time it rains.” (EXPERT)
“What was so terrifying is that it was in the middle of the night. The lights are out and you can’t see
anything.” (EXPERT)

Emotive elements in communications are critical to responding to the ‘Motivation’ element of the
Behaviour Change Wheel. During the discussion groups, people were exposed to the Andrew Serratore
case study video. The reactions to this video were quite powerful, particularly in terms of bringing to life
the emotional impact of a flooding event — both in the short term and long term.

“This is now so real. This feels real, you can touch it, you can feel it. And it's only 5km out of the city.”
(NOT AT RISK)

‘I think the flooding comes to mind and that half you can live with but then when you hear of this story it
adds to the importance of it and it becomes personal.” (AT RISK, UNPREPARED)
“He (man in video) still feels vulnerable now.” (AT RISK, PREPARED)

443 Action

The next challenge after gaining acceptance that they may be affected, is to overcome the perception
that there is nothing that can be done as the event itself is so unpredictable. Many question “How do
you stop a storm?” or “How do you know how much rain is going to fall? This highlights a perception of
helplessness.

However, once prompted to think about it, it was obvious that they can take action once they know how.

“After being made more aware about it (tonight) then yes, I'm capable of doing it. It's a do-able thing.

It's not rocket science. There’s nothing on here (SES Plan) that is not achievable.” (AT RISK,
UNPREPARED)

People were very open to be given guidance and knowledge on how to prepare and what to do during a
flooding event, once they had accepted the idea that they could be at risk.
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Thus, taking action is a two-step process through:
1. Knowing what action to take
e Providing an easy way of checking for flood risk
¢ Remind about insurance coverage
e Provide tips on preparing before the event (cleaning gutters, document storage, handy torches)
e Develop emergency plan / what to do
2. Being able to achieve that action

e Early actions need to be easy to engage or they will be dismissed as too difficult and not
relevant

¢ Initial direction for action needs to be highly achievable or they will not continue

Additionally, people responded positively to the FloodSafe Brochure provided by the SES, as an
indicator of what actions to take to prepare and survive a flooding event. In particular, the following
elements were well received:

o An emergency kit especially the visual imagery of what to include;

o list of numbers to contact in a flooding emergency;

e areminder of the danger of flood water so as to never drive or walk through flood water; and
e an emergency plan which acts as a good reminder for a flood.

“I think the checklist is fantastic and great. It’'s clear what to do in the flood and I like the checklist. | can
imaging doing this with my family. (AT RISK, UNPREPARED)

That said, there were some elements that were seen to lack credibility or achievability on the SES
FloodSafe plan, including:

e three days food and clothing, as many believe this was unnecessary;

e too many numbers, as it was felt that in an emergency you need a ‘one stop shop’ number to
call;

¢ details on the types of flooding, as it was questioned whether this was necessary information as
part of an emergency plan; and

o felt text heavy, as the visual elements were the most well received.

As such, three broad elements are evident to influence behaviour change in accordance with the
Behaviour Change Wheel Model, as shown in the diagram below.
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Figure 8. Elements of ‘Action’ and the Behaviour Change Wheel
People feel they have the
capability, particularly at a %%
physical level, to enable
some of the actions that
are required to be Flood é’}q 2
Ready as evidenced by the 5?f¢§ 9% .
positive response to the §$ % The opportunity will be
SES FloodSafe Plan § & @ presented to people via the
S¢ communications strategy being

developed by Melbourne
Water to make people aware
of flood risk and the
implications for them
personally

The motivation to
change behaviour will
be drive by the level

awareness they have

of implications of a %Qh MorvanoN u’f
flood event — both at

the physical level but Training

more importantly the
emotional level.

4.5 Informing communications

As a way of exploring the potential communications strategy, a series of different flood facts’ were
evaluated for their resonance and credibility. These provided useful insights into the potential
messages that could be motivating for the community to become more flood aware and prepared.

The table below outlines the perceived benefits and limitations for each flood fact presented.
451 Evaluation of seven ‘Flood Facts’

Flood Fact Benefits Limitations
The annual average damage of ~ Comparison to bushfires The context of ‘Australia’ (as
flooding in Australia is 7.8 times  provides some context and opposed to just Melbourne)
more costly than bushfires relevance, given the prominence  could allow people to easily

of bushfires in Victoria dismiss the fact as not relevant

to them (especially when taking
into consideration the
Queensland floods which were
catastrophic)

It is a surprising fact which is
believable, yet provides enough
‘shock value’ for people to
engage with the message
“We’ve had a lot more flooding

“People know how serious L
bushfires are and this just than bushfires in QLD and

makes it more relevant.” (NOT AT then efgr 6 that's why it costs
RISK) more.” (AT RISK, UNPREPARED)
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In Melbourne there are over
40,000 residential homes that
are prone to flooding

In the greater Melbourne region
there are over 100,000
properties that are prone to
flooding (including houses and
businesses)

The annual average damage of
flooding in Melbourne is around
$245 million

Only 37% of people who are in a
flood prone area are aware that
they are in a flood prone area

To most this seems like a large
number leading many to
question, “could | be one of
those?”

It is believable and holds
credibility

“WOW! That’s surprising. You
want to do your research where
you live.” (AT RISK, UNPREPARED)

The larger number (compared to
the 40,000 residential homes)
makes it an even more
compelling fact.

As a dollar figure, people have
some context (i.e., they know
the value of money).

As it is contained to Melbourne,
its relevance increases.

At first glance, the figure seems
high and therefore is surprising.

“The initial thought is ‘'oh my
goodness’ but without thinking of

the bigger picture.” (AT RISK,
PREPARED)

Challenges the belief that you
would know that you were in a
flood prone area and is therefore
highly motivating.

If coupled with an authoritative
confirmation of being ‘at risk’,
can be a powerful trigger into
action.

“Not knowing if you're in a prone
area is a big one. There’s no
way to be prepared if you don’t

even know.” (AT RISK,
UNPREPARED)

Melbourne Water - Benchmarking Flood Ready Behaviour report
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Lacks context as many do not
know or cannot estimate the
total number of residential
homes in Melbourne. They are
unsure whether this is a high or
low proportion, allowing it to be
easily dismissed.

‘How many are there in

Melbourne though?.” (AT RISK,
UNPREPARED)

Again, not knowing the total
number of properties in
Melbourne means it loses some
context and relevance.

Upon further reflection, the value
seems low, particularly in the
context of rebuilding roads or
other infrastructure.

As such, lacks some context and
‘shock value’ and can be easily
dismissed.

“What does it mean though?
Property damage or structures?
It’s not all that much money, in
all of Melbourne.” (AT RISK,
UNPREPARED)

Can be dismissed if the
message is not delivered within
the context of their personal
situation.

Requires ‘a flood’ to be clearly
defined or they may ignore the
message.

“What about Edithvale? They
built on a swamp area. Would
that be considered as loving in a

flood prone area?” (AT RISK,
UNPREPARED)
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Flood Fact Benefits

48% of people who are in a flood Disturbs those who are
prone area don’t know whether  uncertain about their insurances.

]’Elr:;l(rjmsurance covers them for Combined with the fact that they
are in a flood prone area, is a
definitive prompt for them to take
action and check.

“If you buy online like a lot of
people do, they look at the
cheapest price, not what it
covers.” (AT RISK, PREPARED)

F-

Limitations

Can be dismissed without a
definite message of ‘your house
is in a flood prone area’.

For some unsurprising as the
blame is shifted to insurance
companies not alerting people to
their flood prone risk.

“That doesn’t surprise me. They
don't tell you. It might be built
into your premium and not be

told about it.” (AT RISK,
UNPREPARED)

During the 2001 floods in
Victoria, 3 people died including
a man who fell off the roof of this
Glen Waverly home trying to
stem a leak that was attributes
to flash flooding

Some emotive connection given
there was a death involved.

For those living in a nearby
suburb, there was a greater
resonance.

“The part that hits me is that it’s

Glen Waverley. It's here.” (AT
RISK, UNPREPARED)

While there is empathy for the
deaths, 3 seems a minimal
number and is easily dismissed,
particularly when compared to
the lives lost in QLD or during
the bushfires.

Being on the roof during the
storm is seen as a risky and
foolish action.

“As you say, it's only 3 deaths.
Compared to bushfires, it's only
3.” (AT RISK, PREPARED)

4.5.2 Evaluation of the ‘Andrew Serratore case study video’

atitude

The benefit of the case study video is that it highlights the emotional impact and stress on the individual
depicted and his family. For those close to Albert Park, the case study video has a stronger impact,
making it more ‘real’ and relevant to residents personally. However, if the content is not relatable to
viewers or depicted in their area it could be easily dismissed and is therefore limited in this aspect.

“It just highlighted the emotional stress it causes between the family.” (NOT AT RISK)
453

There are a number of ways that communications can be used to impact on behavior. In particular,
touching on elements of the Behaviour Change Wheel to enact that change, as highlighted in the figure
below.

Implications for communications
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Figure 9. Elements of Informing Communications and the Behaviour Change Wheel
Changing the physical
context of a building There is a distinct gap in
(Environmental knowledge and understanding
Restructuring through 2 (Education) and in emotional
‘%1 connection to the topic area

building, maintenance or g{ % (Persuasion) which comms
regulation) is more would be ideal to correct
complex and not suitable

for primary messaging as

it will not initially engage.

Strong opportunity to utilise the
potential of a cost through not
being covered by insurance
(Coercion) and the safety net
of knowing you are covered
(Incentivisation)

Large gaps exist in the skills
(Training) and beliefs
(Enablement) that people can
take action to prepare for a flood.
There is opportunity to provide
examples of what to do
(Modelling)

4.6 Implications for education program development

4.6.1 Key Implications

Facts and figures can provide context and suggest authority and therefore credibility to the information.
They are useful to educate and provide knowledge. However, they also are impersonal so
communications will also require emotional triggers for persuasions.

Combining emotional triggers with messages about insurance could increase the effectiveness of the
education program. Essentially, in order to change behaviour with respect to flood readiness, any
program should directly target those at risk, speaking to elements of the Behaviour Change Wheel:

Opportunity

Motivation

MOTvanot

restrictions, environmental restructuring, modelling
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4.6.2 Education program interventions

A series of proposed program interventions, could be considered for inclusion in the ‘flood-ready’
strategy development, as highlighted in the Table below.

Intervention Definition Implications for Communications

function

Education Increasing knowledge or Educate with Facts

understanding Directly target those at risk

Be direct about telling them they are in a flood prone
area

Example

“Only 37% of people in flood prone areas know they
are in one, and over 100,000 properties get flooded in
Melbourne every year by flooding caused from heavy
rain. Your house is in a flood prone area. Do you
know if you are at risk? Go here to find out”

Persuasion Using communication to Using imagery readily identifiable to Melbourne
induce positive or residents to highlight the damage flood can cause and
negative feelings or motivate to action. Ensure messages have a powerful
stimulate action personal and emotive impact.

Examples

Show a tram going through floodwater, an inner city
home, a suburban home near a key landmark

Show a child’s bedroom flooded and them losing all
their toys and personal possessions.

“Even if only the floors are covered, the building is
unliveable until fixed and it may take as long as 12
months for insurance to pay. Where will you and your
children live?”

Incentivisation Creating expectation of Challenge them to check their insurance policy and
reward indicate the length of time it could take for insurers to
pay out
Example
Coercion Creating expectation of

“Nearly half of people who live in a flood prone area
don’t know whether their insurance covers them for a
flood. Does yours?”

punishment or cost
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Intervention
function

Definition

Implications for Communications

Training Imparting skills Provide actions via a checklist that people can
complete easily, using visual cues and simplified
language and instructions

Enablement Increasing means or Example

reducing barriers to »  Check if house is at risk — visit this website
increase capability or Check insurance - is it covered?
opportunity

* Have an emergency plan and be aware of

. o what you need in an emergency kit
Modeling Providing an example for _ _ _

people to aspire to or * Here is one important phone number in case
imitate of emergency

»  Sources of further information if you want to

better prepare your home
Restriction Using rules that limit A regulatory tool. This should not be a point of
engagement in the target ~ communications and something to consider for longer
behaviour or competing or  term implications for Melbourne Water.
supporting behaviour

Environmental Changing the physical or  Offer of information on building practices for new

restructuring social context dwelling in flood prone areas

Provide a source of secondary information for those
who may wish to more actively engage with the topic
and make structural changes to their houses in
preparation.

Again, not necessarily a point for communications but
may have long-term implications.

Melbourne Water - Benchmarking Flood Ready Behaviour report
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5.  QUANTITATIVE RESEARCH FINDINGS

As discussed, a key requirement for the Flood Management Strategy, PPWP is to set a baseline based
on the current level of community flood awareness and preparedness. To that end, respondents were
identified as ‘flood prone’ or ‘not flood prone’ by matching addresses to data provided by Melbourne
Water. Of the total 2,789 respondents, 2,084 agreed to provide their address. Of those who provided an
address, 82 were identified as ‘flood prone’.

Differences between these 2 key groups have been the focus of the quantitative benchmarking. Where
possible, results from the CATI component (n=200) have been added to the n=82 flood prone identified
in the online survey for a flood prone sample of n=282. Note that the ‘total’ figure shown on all charts
following refers to the total of the online survey responses.

5.1 Flood Prone Awareness

As shown in Figure 10 Flood prone awareness below, 41% of those at a flood prone address are aware
that they are at risk of flooding. While for those not at a flood prone address, 11% of these respondents
believe that they are at risk of flooding. Encouragingly, awareness of being at risk of flooding is
significantly higher amongst those at a flood prone address. For subsequent waves of research, an
increase of 7% (from the benchmark of 41%) will be a statistically significant improvement in awareness
levels.

Figure 10. Flood prone awareness

9%

17% 16%
50%
Not sure
72% 73%
No
mYes

Total (n=2,789) Not flood prone (n=2,002) Flood prone (n=282)

Base: Total, n=2,789 + Total CATI, n=200. “To the best of your knowledge, is the home or property where you currently live at risk of
flooding or may be affected by flooding? That is, are you in a ‘flood prone’ area?”

In addition to a level of uncertainty about their flood risk, as shown in Figure 11 Insurance cover below,
a relatively small proportion of respondents are ‘absolutely sure’ that their insurance covers them in
case of flood. While those who are flood prone are significantly more certain about their insurance cover
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(27% not flood prone report being not sure, compared to 16% of those who are flood prone) there is
clearly room for improvement amongst this at risk group.

Figure 11. Insurance cover

Yes — I am absolutely sure 27%

Yes — I think so 40%

m Not flood prone (n=2,002)
mFlood prone (n=82)

Not sure

| l

Base: Those who provided a valid address, n=2,084. “If you did experience damage / loss to your home or other property from a flood,
would your house and / or contents insurance cover you for that? ”

5.2  Experience and Understanding of Flooding

As shown in Figure 12 Flood definition level below, 41% of the total define water levels as a flood when
the water has reached, but not gone over, floor level. However, those at flood prone addresses are
significantly more likely to define water levels as a flood before it goes above ground floor level (32%)
compared to those not at flood prone addresses (22%). Encouragingly, this suggests greater saliency of
the risk of flooding amongst those at flood prone addresses: water levels become a ‘real’ flood sooner
for these residents.

Of concern, given the likely impact and property damage, is that 21% of the total feel that water levels a
few centimetres above the ground floor level is not yet a flood. These residents define a flood as water
at much higher levels. While significantly less frequent, this perception of what constitutes a flood is
reported by 12% of those who are flood prone. Consistent with the qualitative findings, this suggests
that understanding of the impact of water levels only 2-3 centimetres above floor levels is a key area to
address in communications.

Figure 12. Flood definition level

12%

More than 3cm 21% 22%

above ground floor

level

2-3cm above 38%
ground floor level 38% 39%

= At, but not above,
ground floor level

m Below ground floor
level

18% 17% 18%

Total (n=2,789) Not flood prone (n=2,002) Flood prone (n=82)

Base: Total, n=2,789. “Thinking about the home or property at which you live, at what point do you believe the amount of water would be
classified as a ‘flood’?”
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As shown in Figure 13 Experience with flooding below, not unsurprisingly, those in flood prone areas
have more experience with flooding: significantly fewer who are flood prone (37%) report having not
experienced any flooding, compared to 55% of those who are not flood prone. That said, this
experience is generally low level flooding. Specifically, significantly more at flood prone addresses (57%
vs. 35% not flood pone) have experienced overflowing drains in the street with a few centimetres of
water on the street. However, at higher water levels than this, experience is consistent amongst those at
flood prone addresses and those who are not flood prone.

Overall, even amongst those at flood prone addresses, there is very limited experience (8%) with
flooding above the ground floor level. This lack of experience with flooding will be contributing to
perceptions of lower flood risk.

Figure 13. Experience with flooding
Overflowing drains in the street with a few M
centimetres of water on the street
Water levels on your property, but below the -
ground floor level 28%
Water levels 2-3 centimetres above the ground 6%

floor level 5%

levels hal N J m Not flood prone (n=2,002)
Water levels halfway up the ground floor ofhyoorxwe‘ L%gﬁz u Flood prone (n=82)

Water levels up to the ground floor ceiling or | 1%
higher 1 1%

I haven’t experienced any of these w

Base: Those who provided a valid address, n=2,084. “Which of the following have you ever experienced at your current home or property
where you live?”

5.3 Perception of Flood Risk

Consistent with more of those in flood prone areas having experienced flooding, as shown in Figure 14
Perceived likelihood of flooding (mean score out of 10) below, the perceived likelihood of future flooding
is significantly higher for those at risk of flooding for water levels of 2 to 3 centimetres above floor level
and lower. Above this level, perceived risk is the same for both those who are and are not flood prone.
However, of note, is that despite perceived risk being greater for those who are flood prone, perceived
risk is still relatively low even for flood levels below ground floor level.

Figure 14. Perceived likelihood of flooding (mean score out of 10)

Overflowing drains in the street with a few centimetres
of water on the street

Water levels on your property, but below the ground
floor level

Water levels 2-3 centimetres above the ground floor
level

Water levels halfway up the ground floor of your home

- !
N

m Not flood prone (n=2,002)

Water levels up to the ground floor ceiling or higher H m Flood prone (n=82)

Base: Those who provided a valid address, n=2,084. “On a scale from 0 to 10, where 0 is ‘extremely unlikely and 10 is ‘extremely likely’,
how likely is it that the home or property where you live will experience one of the following flood levels in the next 10 years?”
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As shown in Figure 15 Perceived likelihood of flooding (detailed responses) below, when looking at
responses in detail, only 31% of those who are flood prone rate their risk of experiencing ‘overflowing
drains in the street with a few centimetres of water on the street’ in the next 10 years as very likely (8

out of 10 or higher). Perceived likelihood drops dramatically as water levels rise: only 4% of those who

are flood prone feel that experiencing water levels 2-3 centimetres above floor level in the next 10 years

is very likely (8 out of 10 or higher).

Figure 15. Perceived likelihood of flooding (detailed responses)

Overflowing drains in the street with a few centimetres of water on the street

Flood prone (n=82) 20% 9% 27%
Not flood prone (n=2,002) 19% 7% 23%

Water on property below floor level

Flood prone (n=82) 26% 13% 23%
Not flood prone (n=2,002) IKIZENNNNZ67N 21% 8% 19%

Water 2-3 centimetres above ground floor level

Flood prone (n=82) 26% 2%  12% 28
Not flood prone (n=2,002) 19% 6% 10% 4%l

Water halfway up the ground floor

Flood prone (n=82) 7S N2 12% 7% 5%l
Not flood prone (n=2,002) IS N2 12% 3% 6% M

Water up to the ground floor ceiling or higher

Flood prone (n=82) I 7 S 7502 % 6% 273
Not flood prone (n=2,002) 6% 3%4% M

m Extremely unlikely (0) =1-2 3-4 5 6-7 m8-9 mExtremely likely (10)

Base: Those who provided a valid address, n=2,084. “On a scale from 0 to 10, where 0 is ‘extremely unlikely and 10 is ‘extremely likely’,
how likely is it that the home or property where you live will experience one of the following flood levels in the next 10 years?”

Those who feel that they are not at risk of flooding were asked why they felt that way. As shown in
Figure 16 Reasons do not believe at risk of flooding below, the key drivers of risk perceptions are
largely the same regardless of whether they are at a flood prone address or not. Perceived lack of risk is
based primarily on a lack of past experience, environmental features, and infrastructure. For those in a
flood prone address that do not perceive a flood risk, they appear to know that it does ‘flood in their
area’ (as only 14% claim this as a reason for not feeling at risk). However, those who are flood prone
report that they do not feel at risk because they have not had a problem before (51%), have effective
drainage (40%), and because they do not live near a body of water (39%).

Of concern is the perception that if residents are at risk of flooding, they would be actively told about
that risk. More than one in three who do not feel that they are at risk claim it is because they have never
been told that they live in a flood prone area. This is consistent amongst those who are flood prone
(37%) and those who are not (36%). This suggests that these residents believe that it is someone else’s
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responsibility to communicate any flood risk to them and are thus, at the time of the survey, unlikely to
take any proactive steps to protect themselves and minimise their risk.

Figure 16. Reasons do not believe at risk of flooding

I have never had a problem with flooding in the —
property I live in before 51%
I do not live in a low lying area w
I do not live near a body of water (creek, river, '
lake, beach) 39%
It does not flood in my area r
I have never been told that I live in in a flood prone m
area 0
We have effective drainage in the street I live in
Tliveon a hill |gEpp o

I have investigated with an authority about my E_g%

property’s flood risk m Not flood prone (n=1,782)

Not sure l2% mFlood prone (n=57)
Base: Those who believe they are not at risk of flooding, n=1,839. “What makes you feel you are not at risk of flooding?”

5.4 Perceived Impact of a Flood

As shown in Figure 17 Perceived impact of flood levels (mean score out of 10) and Figure 18 Perceived
impact of flooding (detailed responses) below, the perceived impact of a flood increases substantially
once water levels are 2-3 centimetres above the ground floor level. That said, the perceived impact of 2-
3 centimetres of water above the ground floor level is still felt to be well below the impact of water levels
halfway up the ground floor. This indicates, as was found in the qualitative research, that many
underestimate the potential impact of a flood of 2-3 centimetres of water above ground floor level.

In fact, amongst those who are flood prone, 28% rate the perceived impact of 2-3 centimetres of water
above ground floor level as a 5 or lower on the scale of ‘0’ (no impact) to “10’ (catastrophic impact). The
bulk of those who are flood prone rate the impact of 2-3 centimetres of water above the ground floor
level a 6 or 7 on this scale (43%) with only 29% rating the impact as 8 or higher.

Figure 17. Perceived impact of flood levels (mean score out of 10)

Overflowing drains in the street with a few centimetres - u Not flood prone (n=2,002)
of water on the street 3.1 m Flood prone (n=82)

Water levels on your property, but below the ground
floor level

Water levels 2-3 centimetres above the ground floor _
level 6.4
8.5

Water levels halfway up the ground floor of your home

Water levels up to the ground floor ceiling or higher 94

Base: Those who provided a valid address, n=2,084. “We are interested if the impact on you would be different with different levels of
flooding. Think about the impact on you, your family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no
impact at all’ to 10 being ‘catastrophic impact’ to rate the amount of impact for each level listed.”
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Figure 18. Perceived impact of flooding (detailed responses)

Overflowing drains in the street with a few centimetres of water on the street

Flood prone (n=82) 15% 18% 458
Not flood prone (n=2,002) 9% 17% 5%
Water on property below floor level
Flood prone (n=82) 15% 23% 2%
Not flood prone (n=2,002) 12% 20% 6%
Water 2-3 centimetres above ground floor level
Flood prone (n=82) 9% 43% 2%
Not flood prone (n=2,002) 1% 41% S 30%

Water halfway up the ground floor

Flood prone (n=82) PR% 10% | S —
Not flood prone (n=2,002) B%RA% — 17% I/ —

Water up to the ground floor ceiling or higher

Flood prone (n=82) - {50 o O —
Not flood prone (n=2,002) EBE8% 7% I —

mLow impact (0-2) = 3-4 Neutral (5) 6-7 mHigh impact (8-10)

Base: Those who provided a valid address, n=2,084. “We are interested if the impact on you would be different with different levels of
flooding. Think about the impact on you, your family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no
impact at all’ to 10 being ‘catastrophic impact’ to rate the amount of impact for each level listed.”

As the misunderstanding of the perceived impact of a low level flood was revealed in the qualitative
research, for the quantitative benchmarking this was measured in depth. To that end respondents were
asked how strongly they agreed or disagreed with a number of statements. All of these attitudinal
statements were asked specifically in relation to a hypothetical flood 2-3 centimetres above ground floor
level.

As shown in Figure 19 Attitudes towards impact of a flood below, there are mixed levels of agreement
with a number of attitudinal statements about the impact of a flood 2-3 centimetres above ground floor
level. Consistent with the perceived impact ratings discussed earlier, only 39% agree (rated 8-10 on a
scale from 0 being strongly disagree to 10 being strongly agree) that a flood 2-3 centimetres above
ground floor level ‘would cause enormous strain on me and my family’. Other results also reinforce the
current lack of understanding of the impact of this level of flooding with only 22% of those who are flood
prone and 23% of those who are not flood prone agreeing that ‘it could take a few years to recover from
a flood'.

The only significant differences in attitudes when comparing those who are flood prone versus those
who are not is that those who are flood prone are more likely to agree that ‘a flood would be a
widespread event affecting lots of people in my neighbourhood’ (48% versus 42% of those who are not
flood prone). As past experience has a big impact on attitudes, the lack of differences in attitudes is
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likely due to the fact very few (both flood prone and not) have experienced flooding above ground floor
level.

Figure 19. Attitudes towards impact of a flood

A flood would be a widespread event affecting lots of
people in my area or neighbourhood 48%
A flood would make my insurance premiums skyrocket
A flood would make it difficult to get around — to work,
to school, to other family or friends’ houses 43%
It would cause an enormous strain on me and my
family if we were flooded 39%
It could take a few months to recover from a flood
A flood would make my property value plummet

= Not flood prone (n=2,002)
It could take a few years to recover from a flood
22% m Flood prone (n=82)

Base: Those who provided a valid address, n=2,084. “On a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’ how
strongly do you agree with each of the following statements about a flood 2-3 cm above your ground floor level.” Top box (% rating 8-10)
shown.

Further evidence of the lack of saliency of a flood 2-3 centimetres above ground floor level, as shown in
Figure 20 Perceived emotional impact of a flood below, is that nearly half (48% of those who are flood
prone and 47% of those who are not) agree (rate 8-10) that ‘being flooded wouldn’t be as bad as being
caught in a bushfire’. This is consistent with the qualitative results where a bushfire is felt to be a much
larger and more ‘real’ threat to life and property. Similarly, 38% agree that ‘it would be a hassle to be
flooded but there are worse things’, while relatively few (26% of those who are flood prone and 20% of
those who are not) agree that ‘the thought of being flooded makes me really anxious’. In general, for
many, a flood is not currently felt to be that dangerous or concerning particularly in the context of other
potential threats.

Figure 20. Perceived emotional impact of a flood

Being flooded wouldn’t be as bad as being caught in a
bushfire 48%

It would be a hassle to be flooded but there are worse
things 38%

The thought of being flooded makes me really anxious

26%

% = Not flood prone (n=2,002)
mFlood prone (n=82)

I get stressed out when it rains in case I get flooded

Base: Those who provided a valid address, n=2,084. “On a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’ how
strongly do you agree with each of the following statements about a flood 2-3 cm above your ground floor level.” Top box (% rating 8-10)
shown.
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5.5 Preparedness for a Flood

As shown in Figure 21 Preparedness below, about one in three (32%) of those who are flood prone feel
that they are prepared for a flood (extremely or mostly prepared). Not surprisingly, the proportion that
feels they are extremely or mostly prepared drops significantly to 23% amongst those who are not flood
prone. There is clearly room to improve flood preparedness amongst the community at large, and
particularly amongst those who are flood prone: half of those at a flood prone address feel that they are
not really or not at all prepared for a flood.

Figure 21. Preparedness
Not flood prone (n=2,002) 17% 16% 55% .
Flood prone (n=82) KM 23% 18% 50%
m Extremely prepared Mostly prepared
A little prepared, but could do more Not really prepared + Not at all prepared
m Not sure

Base: Those who provided a valid address, n=2,084. “How prepared do you feel you and your household are for a flood at the home or
property where you currently live?”

Respondents were also asked how strongly they agreed or disagreed with the statement ‘I could cope
with a flood if | was prepared’ to further explore the perceived value of flood preparedness. As shown in
Figure 22 Perceived Ability to Cope with a Flood if Prepared below, regardless of their current flood risk,
about two in three (65% of those who are flood prone and 62% of those who are not) agree (rate 6-10)
that if they were prepared they would be able to cope with a flood.

Figure 22. Perceived Ability to Cope with a Flood if Prepared

Not flood prone (n=2,002) 24% 38% 18% 13%

Flood prone (n=82) 39% 15% 16%

m Strongly agree (8-10) 6-7 Neutral 3-4 Strongly disagree (0-2)

Base: Those who provided a valid address, n=2,084. “On a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’ how
strongly do you agree with each of the following statements about a flood 2-3 cm above your ground floor level: | could cope with a flood if
| were prepared.” Top box (% rating 8-10) shown.

Importantly, as shown in Figure 23 Perceived Ability to Cope with a Flood by Perceived Preparedness
below, for those who feel that they are prepared for a flood, the feeling of being able to cope with a flood
is significantly greater (36% rate 8-10 versus 20% of those who are not prepared). However, amongst
those who do not feel they are prepared for a flood, one in four (23%) feel that preparedness would not
help them cope (disagree with the statement).

This perception of ‘helplessness’ would likely have an impact on their willingness to prepare as there is
not necessarily a clear benefit in doing so. This suggests that the link between preparedness and the
ability to cope should be addressed in communications in order to encourage residents to take more
action towards flood readiness.
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Figure 23. Perceived Ability to Cope with a Flood by Perceived Preparedness
e e necs) I '
prepared (n=624) 36% L 8%
e ared tner55r) T A
prepared (n=1,531) 20% 20% 1975

m Strongly agree (8-10) m 6-7 Neutral 3-4 m Strongly disagree (0-2)

Base: Those who are prepared and not prepared for a flood. “How prepared do you feel you and your household are for a flood at the
home or property where you currently live?” “On a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’ how strongly
do you agree with each of the following statements about a flood 2-3 cm above your ground floor level: | could cope with a flood if | were
prepared.” Top box (% rating 8-10) shown.

As shown in Figure 24 Reasons for Lack of Preparedness below, for those who are flood prone who do
not feel prepared for a flood, the most common reason they feel this way is simply because they have
not thought about it before (38%). However, beyond simply raising awareness of preparing for a flood,
the results indicate that the need to be prepared also needs to be communicated: 29% who are flood
prone are unprepared simply because they do not think it is necessary to be prepared. Further, for 40%
of those who are not flood prone, they feel there is no need because they are not in a flood prone area.

Figure 24. Reasons for Lack of Preparedness

I haven'’t thought about it before 38%

I don’t think it’s necessary 20%
()

No need as I'm not in a flood prone area

I'm not sure what to do 18%

0

T've thought about it but haven't gotten around to it yet

m Not flood prone (n=1,436)

2%
Other L4% m Flood prone (n=56)

Base: Those unprepared for a flood who provided a valid address, n=1,492. “What are the reasons you do not feel prepared for a flood?”

Respondents were also asked to indicate which, of a list of flood minimisation strategies shown to them,
they were aware of prior to the survey. As shown in Figure 25 Awareness of Flood Risk Minimisation
Strategies below, the most well known flood risk minimisation strategies are cleaning and maintenance
of gutters and drains. For those who are flood prone, awareness is significantly higher across nearly all
of the strategies shown.

That said, there is still a great deal of room to improve awareness amongst both the flood prone and
those not flood prone. In particular, fewer than half (41%) of those at a flood prone address reported
they were aware that having an emergency action plan and preparing an emergency kit (33%) are risk
minimisation strategies.
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These results indicate that communications need to drive awareness of flood risk, communicate the
benefits of being prepared and then educate residents as to how to be prepared, i.e. educate the
community as to the specific flood risk minimisation strategies that can be undertaken.

Figure 25. Awareness of Flood Risk Minimisation Strategies

Regular cleaning and maintenance of gutters on
my home

Regular cleaning and maintenance of drains on
my home 80%

Ensuring there is sufficient drainage on my home 790%
0

Clearing debris from around your home 68%
0

Making sure I have appropriate and sufficient
insurance in case of a flood 68%

Checking to see if my home is in a flood prone
area

Protecting valuables by moving them ‘up high’ 61%
0

Considering flood risk and drainage when
building / renovating

Making sure my home is landscaped properly

Having supplies ready to stem the flow of water
(e.g. mops, sandbags) 50%

Having an emergency action plan in case of
flooding %

: !!
N
()]
2
5N
[o)
%
>

m Not flood prone (n=2,002)

Prepared an emergency kit 33%

m Flood prone (n=82)

Twasn’t aware of any of these 0/°
0

£ |

Base: Those who provided a valid address, n=2,084. “There are a number of ways to minimise the risk of flood damage to your home.
Before today, which of the following were you aware of as ways to minimise the risk of flooding and the potential damage from flooding?”
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5.6 Attitudes Towards Flooding

As shown in Figure 26 Attitudes Towards Flood Risk (Mean Score) below, overall the perception of
flood risk is largely neutral, with most statements achieving a mean score close to the midpoint of the
scale (5 out of 10). Of particular concern is that, on average, there is not strong disagreement with the
statement ‘a flood a few centimetres above ground floor level that happened really quickly but then
subsided really quickly wouldn'’t really affect me’. Further, perceptions of flood risk are consistent for
those who are flood prone and those who are not. This again suggests that the risk of flooding lacks
saliency for the community at large.

Figure 26. Attitudes Towards Flood Risk (Mean Score)

People who live on a hill are not affected by flooding

Floods in Melbourne are only minor

If there was going to be a flood, you would have plenty
of warning that it was coming

Only people who live near a body of water (creek, river,

lake or beach) need to worry about flooding

u Not flood prone
(n=2,002)

m Flood prone (n=82)

A flood a few centimetres above ground floor level that
happened really quickly but then subsided really
quickly wouldn’t really affect me

I4>
=l [}
NS e
el b
o

Base: Those who provided a valid address, n=2,084. “The following are some statements that people have said about flooding in
Melbourne. For each one, please indicate how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is

i)

'strongly disagree’ and 10 is ‘strongly agree’.

As shown in Figure 27 Attitudes Towards Flood Risk - Responsibility (Mean Score) below, of particular
concern is that, on average, both those who are flood prone and those who are not believe that the
responsibility for minimising risk lies elsewhere (rating above 6.4 on the scale from 0 to 10 for all
statements except ‘my house and contents insurance would cover me’). This perception that others are
responsible for protection and prevention would contribute to a lack of action on an individual’s part to
undertake strategies themselves to minimise the impact of a flood.

Figure 27. Attitudes Towards Flood Risk - Responsibility (Mean Score)

If you are not covered for flood damage, the insurance
company has a responsibility to tell you that

It is the council or government’s job to minimise the risk
of flooding 1

Twould expect to get a warning from relevant
authorities if my home was about to flood

My house and/or contents insurance would cover me if
my home or property were damaged by flood .8

I
@
~ ~ ~
[N

m Not flood prone (n=2,002)
m Flood prone (n=82)

Base: Those who provided a valid address, n=2,084. “The following are some statements that people have said about flooding in
Melbourne. For each one, please indicate how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is

i)

'strongly disagree’ and 10 is ‘strongly agree’.
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Encouragingly, as shown in Figure 28 Attitudes Towards Flood Risk - Perceived Control (Mean Score)
below, despite some belief that others have responsibility to reduce the risk of flooding, on average
there is some agreement that individuals are also responsible for protecting their property from the risk
of flooding (6.2 out of 10 on average for both the flood prone and not flood prone). But while believing
that there is some individual responsibility, there is a sense of some helplessness amongst some
residents:

e Overall there is a lack of strong agreement that ‘there are lots of things | can do to minimise the
risk of flooding to my home’ (5.3 out of 10 for those who are not flood prone and 5.0 out of 10
for those who are flood prone); and

e There is a lack of strong disagreement with the statement floods are not something that you
can prepare for’ (4.4 out of 10 for those who are not flood prone and 4.5 out of 10 for those who
are flood prone); and

e There is a lack of strong disagreement with the statement ‘there is nothing | can really do to
avoid damage to my home and property from a flood’ (4.7 out of 10 for those who are not flood
prone and for those who are flood prone).

There is also a suggestion that this sense of helplessness is driven by lack of knowledge with relatively
few agreeing that they ‘know where to find information about being prepared for a flood’ (4.2 out of 10
for those who are not flood prone and 4.5 out of 10 for those who are flood prone) and ‘| know what to
do to protect my property if there is a flood (4.4 out of 10 for those who are not flood prone and 4.3 out
of 10 for those who are flood prone).

These results indicate that communications need to educate residents as to what they can actually do to
minimise their risk that will, in turn, likely give them a stronger sense of control.

Figure 28. Attitudes Towards Flood Risk - Perceived Control (Mean Score)

It is up to me to protect my property from the risk
of flooding 2

I know what to do to keep myself and my family
safe during a flood

There are lots of things I can do to minimise the
risk of flooding to my home

There is nothing I can really do to avoid damage
to my home and property from a flood

Floods are not something that you can prepare for

I know where to find information about being
prepared for a flood 4

N
-A
II\IU‘
O
w0
(=

I have done all that I can to prepare my home for a

Slood m Not flood prone (n=2,002)

B ke
N

I know what to do to protect my property if there

is a flood 43 mFlood prone (n=82)

Base: Those who provided a valid address, n=2,084. “The following are some statements that people have said about flooding in
Melbourne. For each one, please indicate how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is
‘strongly disagree’ and 10 is ‘strongly agree”.”
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5.7 Communication Channels

As shown in Figure 29 Frequency discussing flood risk with others below, both the flood prone and not
flood prone discuss risk of flooding with others rarely or never (89% of those who are not flood prone,
81% of those who are flood prone). That said, while still in the minority, there are significantly more
amongst those who are flood prone who discuss the risk with others ‘sometimes’ (18% versus 10% of
those who are not flood prone). This again confirms that the risk of flooding lacks saliency for most
residents.

Figure 29. Frequency discussing flood risk with others

43%

61% 61%
Never
Rarely
= Sometimes 38%
= Often 28% 28%

Total (n=2,789) Not flood prone (n=2,002)  Flood prone (n=82)
Base: Total, n=2,789. “How often do you discuss the potential for flooding in your area with family, friends or neighbours?”

As shown in Figure 30 Contacts for help during flood below, in case of flood the SES is clearly the first
point of call for help (76%) followed at quite a distance by emergency services (45%). Overall this
indicates that the community has confidence about whom they would contact for help during a flood.

There are no significant differences between those who are flood prone and those who are not.

Figure 30. Contacts for help during flood

State Emergency Services (SES)
Emergency services (police, fire brigade)
Insurer

Local council

A friend / family / neighbour

Water Retailer (South-East Water, City West Water,
Yarra Valley Water)

Melbourne Water

° ‘

Landlord / real estate agent

o!

State Government
Bureau of Meteorology Wb6%

Department of Human Services 5%

Base: Total, n=2,789. “Who would you contact for help during a flood?” (Prompted, Multiple response)
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Unlike knowledge of who to contact during a flood, as shown in Figure 31 Contact Points for More
Information about Flood Preparation below, there is a wide range of information sources mentioned
when thinking about who to contact to find out more information about preparing for a flood. Local
council is most often mentioned (53%) followed closely by SES (46%) and then Melbourne Water
(32%). Overall this suggests that there is some uncertainty as to who to contact for information about
preparing for a flood, which would be an additional barrier to becoming more informed and consequently
being more prepared.

There are no significant differences between those who are flood prone and those who are not.
Figure 31. Contact Points for More Information about Flood Preparation

Local council
State Emergency Services (SES)
Melbourne Water

Water Retailer (South-East Water, City West...

~

Emergency services (police, fire brigade)
Insurer

Bureau of Meteorology

A friend / family / neighbour

State Government

Not sure

Other (please tell us) W3%

Department of Human Services W%
Base: Total, n=2,789. “Who would you contact to find out more information about preparing for a flood?” (Prompted, Multiple response)

Regarding how they would prefer to receive information about preparing for a flood, as shown in Figure
32 Communication channel below, a letter box drop is the preferred communication channel for nearly
half of the community (47%); chosen significantly more often than all other channels including television.
There are no significant differences between those who are flood prone and those who are not.

Figure 32. Communication channel

Letter box drop
Television advertising
Television news program
Melbourne Water website
Radio news program
Radio advertising
Newspaper article
Newspaper advertising
Social media (e.g. Facebook, Twitter)
Online advertising
Word-of-mouth (e.g. family, friend,..

Not sure

o\.IIIIIIII||||

Something else (please tell us)

Base: Total, n=2,789. “And assuming you wanted to receive information, how would you want to receive information about preparing for a
flood?” (Prompted, Multiple response)
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Consistent with earlier results indicating a lack of knowledge about how to prepare for a flood, as shown
in Figure 33 Information that Would Help Prepare for a Flood below, a wide range of information is felt
to be desirable in communications. Not surprisingly, those who are flood prone are significantly more
likely to feel that all of the information suggested would be helpful in preparing for a flood compared to
those who are not flood prone. The least helpful piece of information is felt to be ‘what items to put in an
emergency / evacuation kit. This suggests that the value of having an emergency / evacuation kit
prepared needs to be raised.

Figure 33. Information that Would Help Prepare for a Flood

Steps to take to minimise the impact of a flood
Steps to take to avoid flooding / minimise the risks of _
flooding 79%
What to do if your home floods
What NOT to do if your home floods
What items to put in an emergency / evacuation kit
Who to contact if your home floods

= Not flood prone (n=2,002)
mFlood prone (n=82)

Base: Those who provided a valid address, n=2,084. “And what information do you feel would help you to prepare for a flood?” (Prompted,
Multiple response)

5.8 Guiding Communications for the Wider Melbourne Audience

In order to further explore the different types of attitudes that exist in the broader community and provide
guidance to Melbourne Water in developing effective communications, multivariate segmentation
analysis was undertaken. Using Principle Components Analysis, four distinct attitudinal segments
emerged. As shown in Figure 34 Attitudinal Segment Sizes below, each segment identified represents
about one quarter of the wider Melbourne community.

e “It's out of my hands” (26%);
e “It's all under control” (26%);
o “Look after me” (23%); and
e “No worries” (25%).

Comparing the distribution of segments between those who are flood prone and those who are not,
there are significantly fewer in the “No worries” segment amongst those who are flood prone (13% vs.
25% for those who are not flood prone). That said, while relatively smaller, because the “No worries”
segment is still represented amongst those who are flood prone, communications should not ignore this
segment.
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Figure 34. Attitudinal Segment Sizes

‘t’s out of my hands”

‘Look af ter me” ‘No worries”

Base: Total, n=2,789.

5.9 Segments compared

As shown in Figure 35 Attitudes Towards Flooding by Segment and Table 4 Attitudes Towards Flooding
by Segment below, these segments differ primarily based on their attitudes towards flooding and flood
risk. It is these differences that form the basis of each segment.

Figure 35. Attitudes Towards Flooding by Segment

Only people who live near a body of
water need to worry
10

It is up to me to protect my property
from the risk of flooding

Nothing | can really do to avoid
damage to home & property

Know what to do to keep safe
during a flood

Floods are not something that you
can prepare for

Lots of things | can do to minimise

risk of flooding to home Floods in Melbourne are only minor

If not covered, insurance co has
responsibility to tell you

Few cm above grnd flr level that
subsided quickly wouldn’t affect me

My house and/or contents
insurance would cover me

People who live on a hill are not
affected by flooding

| know what to do to protect my
property if there is a flood

If going to be a flood, would have
plenty of warning it was coming

| have done all that | can to prepare
my home

It is council or government’s job to
minimise risk of flooding

I know where to find info about xpect warning from authorities if
being prepared for a flood home about to flood
e |{'s all under control (n=717) e NO WOTrries (n=699)
e 00k after me (n=656) It's out of my hands (n=717)

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

IR}

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
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Table 4.  Attitudes Towards Flooding by Segment

It's all

No Look It's out of
Total under ,
Mean score (=2.789) control worries afterme  my hands
(n=T17) (n=699)  (n=656)  (n=717)
There is nothing | can really do to avoid damage to my home 46 38 47 40 6.0
and property from a flood
Floods in Melbourne are only minor 5.0 4.4 6.5 44 4.8
People who live on a hill are not affected by flooding 5.6 49 6.8 5.6 5.2
Only people who live near a body of water (creek, river, lake 45 38 6.3 37 43
or beach) need to worry about flooding
Itis the council or government’s job to minimise the risk of 65 58 6.2 77 6.4
flooding
If there was going to be.a flood, you would have plenty of 46 49 5.7 43 36
warning that it was coming
If you are not covered fqr flpod damage, the insurance 71 6.7 6.2 9.0 6.4
company has a responsibility to tell you that
It is up to me to protect my property from the risk of flooding 6.2 7.1 6.6 6.4 4.8
Therg are lots of things | can do to minimise the risk of 53 6.7 55 53 39
flooding to my home
| have done all that | can to prepare my home for a flood 4.2 6.1 3.4 3.5 3.8
| know what to do to protect my property if there is a flood 4.4 6.5 3.7 3.7 3.5
| know what to do to keep myself and my family safe during 51 6.8 44 47 43
a flood
Floods are not something that you can prepare for 4.4 4.1 43 3.9 5.3
My house and/or contents insurance would cover me if my 59 6.6 54 6.4 53
home or property were damaged by flood
| know where to find information about being prepared for a 43 6.0 41 35 33
flood
| would expect to get a warning from relevant authorities if 65 59 6.9 78 54

my home was about to flood

Aflood a few centimetres above ground floor level that
happened really quickly but then subsided really quickly 4.1 4.7 5.0 25 4.0
wouldn't really affect me

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
Scores significantly higher than the total are shaded green; scores significantly lower are shaded grey.
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As shown in Figure 36 Attitudes Towards a Flood 2-3 Centimetres Above Ground Floor Level by
Segment below, while there are fewer differences between segments when looking at attitudes towards
a flood of 2-3 centimetres above ground floor level (as opposed to attitudes to floods generally) there
are still variations among segments that should be considered to further guide communications. These
differences are particularly relevant when considering differences in how well segments feel they would
cope with a flood if they were prepared.

Figure 36. Attitudes Towards a Flood 2-3 Centimetres Above Ground Floor Level by Segment

It would be a hassle to be flooded
but there are worse things

I could cope with a flood if | were 188 A It would cause an enormous strain

prepared . on me and my family if we were

flooded

A flood would make my insurance
premiums skyrocket

The thought of being flooded
makes me really anxious

A flood would make my property
value plummet

| get stressed out when it rains in
case | get flooded

A flood would make it difficult to
get around — to work, to school, to
other family or friends’ houses

Being flooded wouldn'’t be as bad
as being caught in a bushfire

A flood would be a widespread
event affecting lots of people in
my area or neighbourhood

It could take a few years to
recover from a flood

It could take a few months to
recover from a flood

It's all under control (n=717) No worries (n=699)

e | 00k after me (N=656) It's out of my hands (n=717)

Each segment is outlined in more detail in the following sections with meaningful differences noted.
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5.10 Segment 1: “It’s all under control”

J . \\‘d\
t’s all

Those in the “It’s all under control” segment feel in control when it

comes to flooding and flood risk, have taken steps to minimise the risk

m and protect themselves, know where to find information, and know that it
v, ol is up to them to protect their property.

<

(&
et While this segment feels responsible for taking action, they also have
~ some sense of false security about the impact of a flood 2-3 cm above

the ground floor level. So while they are responsible and believe they are
taking steps to minimise risk, they do not appear to appreciate the impact

under control” ot 4 flood as much as they should.

As shown in Figure 37 Attitudes Towards Flooding — “It's all under control” and Table 5 Attitudes
Towards Flooding — “It’s all under control” below, “It’s all under control” are significantly more likely than

the total

to agree with a number of statements regarding flooding in general:

If there was going to be a flood, you would have plenty of warning that it was coming;
Itis up to me to protect my property from the risk of flooding;

There are lots of things | can do to minimise the risk of flooding to my home;

| have done all that | can to prepare my home for a flood;

| know what to do to protect my property if there is a flood;

| know what to do to keep myself and my family safe during a flood;

My house and/or contents insurance would cover me if my home or property were damaged by
flood;

| know where to find information about being prepared for a flood; and

A flood a few centimetres above ground floor level that happened really quickly but then
subsided really quickly wouldn’t really affect me.

Melbourne Water - Benchmarking Flood Ready Behaviour report 43



Figure 37. Attitudes Towards Flooding - “It’s all under control”

Only people who live near a body
of water need to worry

It is up to me to protect my property 10 A Nothing | can really do to avoid
from the risk of flooding 9 damage to home & property
Know what to do to keep safe 8 - Floods are not something that you

during a flood can prepare for

Lots of things | can do to minimise

risk of flooding to home Floods in Melbourne are only minor

If not covered, insurance co has
responsibility to tell you

Few cm above grnd fIr level that
subsided quickly wouldn’t affect me

My house and/or contents
insurance would cover me

People who live on a hill are not
affected by flooding

| know what to do to protect my
property if there is a flood

If going to be a flood, would have
plenty of warning it was coming

I have done all that | can to prepare It is council or government’s job to

my home minimise risk of flooding
| know where to find info about xpect warning from authorities if
being prepared for a flood home about to flood
esmss |t's all under control (n=717) = NO worries (n=699)
| 00k after me (n=656) It's out of my hands (n=717)

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
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Table 5.  Attitudes Towards Flooding - “It’s all under control”

It's all under control _
Mean Score (n=717) Total (n=2,789)

There is nothing | can really do to avoid damage to my home and

property from a flood S 46
Floods in Melbourne are only minor 4.4 5.0
People who live on a hill are not affected by flooding 4.9 5.6
Only people who live near a body of water (creek, river, lake or beach)
. 3.8 45
need to worry about flooding
It is the council or government’s job to minimise the risk of flooding 5.8 6.5
If there was going to be a flood, you would have plenty of warning that it 49 46
was coming ‘ '
If you are not covered for flood damage, the insurance company has a
i 6.7 7.1
responsibility to tell you that
It is up to me to protect my property from the risk of flooding 71 6.2
There are lots of things | can do to minimise the risk of flooding to my 6.7 53
home ‘ '
| have done all that | can to prepare my home for a flood 6.1 4.2
| know what to do to protect my property if there is a flood 6.5 4.4
| know what to do to keep myself and my family safe during a flood 6.8 5.1
Floods are not something that you can prepare for 4.1 4.4
My house and/or contents insurance would cover me if my home or
6.6 5.9
property were damaged by flood
| know where to find information about being prepared for a flood 6.0 4.3
| would expect to get a warning from relevant authorities if my home
5.9 6.5
was about to flood
Aflood a few centimetres above ground floor level that happened really 47 41

quickly but then subsided really quickly wouldn’t really affect me

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
Scores significantly higher than the total are shaded green; scores significantly lower are shaded grey.

Driving these attitudes to an extent, those in the “It's all under control” segment have more experience
with flooding. Significantly fewer (47%) have not experienced a flood at their current home (compared to
the total of 55%). That said, the majority of flooding experienced has been below ground floor level
(63%).
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Consistent with having experienced more flooding, as shown in Figure 38 Perceived Flood Risk “It’s all

under control” below, the “It's all under control” perception of flood risk is higher than others regardless

of the flood level. All measures are significantly higher than the total except for ‘overflowing drains in the

street’.

Figure 38. Perceived Flood Risk “It’s all under control”
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Base: Total. “We are interested if the impact on you would be different with different levels of flooding. Think about the impact on you, your
family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no impact at all’ to 10 being ‘catastrophic impact’
to rate the amount of impact for each level listed.”

Further, as shown in Figure 39 Flood Preparedness “It’s all under control” below, “It's all under control”
feel significantly more prepared than the average, with nearly half (49%) reporting that they are
extremely or mostly prepared; significantly higher than the total of 24%. This suggests that for this
segment the higher perceived risk of flooding has motivated them to prepare for a flood.

Figure 39. Flood Preparedness “It’s all under control”

6%
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Mostly prepared 16%
A little prepared, but could do more 17%
Not really prepared 27%
Not at all prepared 28%

Total (n=2,789)
6%
Not sure ‘% m |t's all under control

(n=717)

Base: Total. “How prepared do you feel you and your household are for a flood at the home or property where you currently live?”

Melbourne Water - Benchmarking Flood Ready Behaviour report 46



Latitude
This segment is also significantly more likely to:

e be aware of all of the risk minimisation strategies (between 4% and 16% higher than the total);

e have undertaken risk minimisation strategies (only 10% have not done anything versus the total
of 22%);

e know who to contact for more information about preparing for a flood (only 7% say ‘not sure’
versus the total of 13%); and

e know whom to contact during a flood (only 4% say ‘not sure’ versus the total of 7%).

Importantly, despite perceiving a greater risk of flooding and being more prepared, this segment still
considers the likely impact of a flood 2-3 centimetres above ground floor level to be 6.0 out of 10: equal
lowest of all the segments. Those in “It's all under control” are also significantly more likely to agree ‘|
could cope with a flood if | was prepared” (6.6 versus the total of 6.0). Overall, results for “It's all under
control” suggests that whilst this segment feels prepared and under control, they still potentially
underestimate the impact of flooding 2-3 centimetres above ground floor level.

Demographically there are some slight skews: this segment has significantly more males (46% versus
the total of 39%) and significantly more in the 45-54 year old age group (24% versus the total of 21%).
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5.11 Segment 2: “No worries”

Those in the “No worries” segment are less in control, less informed
and less prepared simply because they do not feel that they need to be.
They believe that flooding and flood risk is largely to do with
environmental features (e.g. proximity of bodies of water, residing in a
low lying area).

This segment also expects to get warnings that a flood is coming and
lacks understanding of the potential impact of a flood 2-3 cm above flood
level.

‘No worries”

As shown in Figure 40 Attitudes Towards Flooding — “No worries” and Table 6 Attitudes Towards
Flooding — “No worries” below, “No worries” are significantly more likely than the total to agree with a
number of statements regarding flooding in general:

¢ Floods in Melbourne are only minor;
e People who live on a hill are not affected by flooding;

e Only people who live near a body of water (creek, river, lake or beach) need to worry about
flooding;

o If there was going to be a flood, you would have plenty of warning that it was coming;

e Itis up to me to protect my property from the risk of flooding;

e There are lots of things | can do to minimise the risk of flooding to my home;

e | would expect to get a warning from relevant authorities if my home was about to flood; and

¢ Aflood a few centimetres above ground floor level that happened really quickly but then
subsided really quickly wouldn'’t really affect me.
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Figure 40. Attitudes Towards Flooding - “No worries”
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Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
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Table 6.  Attitudes Towards Flooding - “No worries”

Mean Score No worries (n=699) Total (n=2,789)
There is nothing | can really do to avoid damage to my home and
4.7 4.6
property from a flood
Floods in Melbourne are only minor 6.5 5.0
People who live on a hill are not affected by flooding 6.8 5.6
Only people who live near a body of water (creek, river, lake or beach)
. 6.3 45
need to worry about flooding
It is the council or government’s job to minimise the risk of flooding 6.2 6.5
If there was going to be a flood, you would have plenty of warning that it 57 46
was coming ’ '
If you are not covered for flood damage, the insurance company has a
S 6.2 7.1
responsibility to tell you that
It is up to me to protect my property from the risk of flooding 6.6 6.2
There are lots of things | can do to minimise the risk of flooding to my 55 53
home ‘ '
| have done all that | can to prepare my home for a flood 34 4.2
| know what to do to protect my property if there is a flood 3.7 4.4
| know what to do to keep myself and my family safe during a flood 44 5.1
Floods are not something that you can prepare for 4.3 4.4
My house and/or contents insurance would cover me if my home or
54 5.9
property were damaged by flood
| know where to find information about being prepared for a flood 4.1 4.3
| would expect to get a warning from relevant authorities if my home
6.9 6.5
was about to flood
A flood a few centimetres above ground floor level that happened really 50 41

quickly but then subsided really quickly wouldn’t really affect me

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
Scores significantly higher than the total are shaded green; scores significantly lower are shaded grey.

Driving these attitudes to an extent, “No worries” has less experience with flooding than the average.
Significantly more (60%) have not experienced a flood at their current home (compared to the total of
55%).
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Consistent with having experienced less flooding, as shown in Figure 41 Perceived Flood Risk “No
worries” below, for those in the “No worries” segment, perception of flood risk is on a par with the
average.

Figure 41. Perceived Flood Risk “No worries”
Overflowing drains in the street with a few centimetres 4.3
of water on the street _
Water levels on your property, but below the ground 3.6
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el NN
Water levels halfway up the ground floor of your home 74
» . 1.3 Total (n=2,789)
Water levels up to the ground floor ceiling or higher -
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Base: Total. “We are interested if the impact on you would be different with different levels of flooding. Think about the impact on you, your
family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no impact at all’ to 10 being ‘catastrophic impact’
to rate the amount of impact for each level listed.”

Despite having average perceptions of flood risk, as shown in Figure 42 Flood Preparedness “No
worries” below, those in the “No worries” segment feel significantly less prepared than the average, with
two thirds (67%) reporting that they are not really or not all prepared; significantly lower than the total of
55%.

Figure 42. Flood Preparedness “No worries”
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Base: Total. “How prepared do you feel you and your household are for a flood at the home or property where you currently live?”

This segment is much more likely to report that they are unprepared because they have not thought
about it before (45% versus the total of 38%) or because they do not think it is necessary (41% versus
the total of 36%).
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As a result, this segment is also:

o significantly less likely to be aware of risk minimisation strategies (12% aware of none of those
presented versus the total of 8%); and

e even where aware of risk minimisation strategies, they are significantly less likely to have
actually undertaken any (34% have not done anything versus the total of 22%).

Together with perceiving a lower risk of flooding, those in the “No worries” segment also consider the
likely impact of a flood 2-3 centimetres above ground floor level to be only 6.0 out of 10 on average:
equal lowest of all the segments. While having lower awareness of how to prepare, this segment is
significantly more likely to agree “| could cope with a flood if | was prepared” (6.2 versus the total of 6.0).
Overall, results for “No worries” suggests a lack of understanding and saliency of flood risk. So while
they feel they could cope if prepared, they do not know what to do to be prepared or why preparation is
important.

Demographically there are some skews: this segment has significantly more females (65% versus the
total of 61%) and significantly more are aged under 45 years (59% versus the total of 43%). Those in
the “No worries” segment are also significantly more likely to be renting (32% versus the total of 26%).
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5.12 Segment 3: “Look after me”

Those in the “Look after me” segment believe that responsibility for
minimising risk and preparation belongs to others — to warn them of an
impending flood, to warn them if you are not covered by insurance, and
to provide the necessary infrastructure to minimise their risk.

So while they are more aware of the potential impact of a flood 2-3 cm
above floor level, they do not believe that they themselves are primarily
responsible for taking steps to protect themselves and minimise their risk.

‘L. ook af ter me”

As shown in Figure 43 Attitudes Towards Flooding — “Look after me” and Table 7 Attitudes Towards
Flooding — “Look after me” below, those in the “Look after me” segment are significantly more likely than
the total to agree with the following statements:

e ltis the council or government’s job to minimise the risk of flooding;

e If you are not covered for flood damage, the insurance company has a responsibility to tell you
that;

e My house and/or contents insurance would cover me if my home or property were damaged by
flood; and

e | would expect to get a warning from relevant authorities if my home was about to flood.
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Figure 43. Attitudes Towards Flooding - “Look after me”
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Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
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Table 7.  Attitudes Towards Flooding — “Look after me

Mean Score Look after me Total
There is nothing | can really do to avoid damage to my home and
4.0 4.6
property from a flood
Floods in Melbourne are only minor 4.4 5.0
People who live on a hill are not affected by flooding 5.6 5.6
Only people who live near a body of water (creek, river, lake or beach)
. 3.7 45
need to worry about flooding
It is the council or government’s job to minimise the risk of flooding 7.7 6.5
If there was going to be a flood, you would have plenty of warning that it 43 46
was coming ’ '
If you are not covered for flood damage, the insurance company has a
S 9.0 7.1
responsibility to tell you that
It is up to me to protect my property from the risk of flooding 6.4 6.2
There are lots of things | can do to minimise the risk of flooding to my 53 53
home ' '
| have done all that | can to prepare my home for a flood 3.5 4.2
| know what to do to protect my property if there is a flood 3.7 4.4
| know what to do to keep myself and my family safe during a flood 4.7 5.1
Floods are not something that you can prepare for 3.9 4.4
My house and/or contents insurance would cover me if my home or
6.4 5.9
property were damaged by flood
| know where to find information about being prepared for a flood 3.5 43
| would expect to get a warning from relevant authorities if my home
7.8 6.5
was about to flood
A flood a few centimetres above ground floor level that happened really 25 41

quickly but then subsided really quickly wouldn’t really affect me

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
Scores significantly higher than the total are shaded green; scores significantly lower are shaded grey.

Underpinning these attitudes to an extent, those in the “Look after me” segment have flooding
experience that is on a par with the average: 54% not having experienced a flood at their current home
(versus the total of 55%).
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Further, as shown in Figure 44 Perceived Flood Risk “Look after me” below, those in the “Look after me”
segment’s perception of flood risk is significantly lower than others when considering flood levels above
ground floor level (2.1 versus 2.5 for the total, 1.2 versus 1.7 for the total and 0.7 versus 1.3 for the

total).

Figure 44. Perceived Flood Risk “Look after me”
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Base: Total. “We are interested if the impact on you would be different with different levels of flooding. Think about the impact on you, your
family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no impact at all’ to 10 being ‘catastrophic impact’
to rate the amount of impact for each level listed.”

As shown in Figure 45 Flood Preparedness “Look after me” below, more than one in three (35%) of
those in the “Look after me” segment feel ‘not at all prepared’ for a flood; significantly greater than the
total (28%).

Figure 45. Flood Preparedness “Look after me”
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A little prepared, but could do more 17%
’
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28%

Not at all prepared

6%
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Not sure m Look after me

(n=656)
Base: Total. “How prepared do you feel you and your household are for a flood at the home or property where you currently live?”

This lack of preparedness is consistent with more in “Look after me” believing that the responsibility for
preparation lies with others. This is despite this segment also being significantly more likely to be aware
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of a range of flood minimisation strategies. So while aware of the strategies, implementation is on a par
with the total.
This segment also knows who to contact for more information and who to contact during a flood.

Interestingly, while believing it is the responsibility of others to look after them, those in the “Look after
me” segment perceive the highest level of impact from a flood 2-3 centimetres above ground floor level
(6.9 out of 10); significantly higher than the total of 6.2. So while this segment recognises the likely
impact, they are doing less to prepare, as they do not believe it is up to them to do so.

Demographically there are some skews: this segment has significantly more are aged 55 years and
over (46% versus the total of 36%). Those in the “Look after me” segment are also significantly more
likely to own their home outright (40% versus the total of 34%).
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5.13 Segment 4: “It's out of my hands”

Those in the “It’s out of my hands” segment are highly disengaged;
giving little thought to flood risk. They also have little sense of control
over flood risk, feel that there is nothing they can really do to prepare or
minimise their risk, and do not know where to find information.

While this segment does not necessarily feel that they are protected by
not living near a body of water or in a low lying area, this is because they
have given little thought to flood risk. Similarly, they also do not feel that

& others should be responsible for minimising the risk, because they do not
“t’s out of my hands” feel that there is anything that can be done or that anything should be
done.

As shown in Figure 46 Attitudes Towards Flooding — “It's out of my hands” and Table 8 Attitudes
Towards Flooding - “It's out of my hands” below, “It's out of my hands” are:

¢ significantly more likely than the total to agree that “There is nothing | can really do to avoid
damage to my home and property from a flood” and “Floods are not something that you can
prepare for”; and

o significantly less likely to agree with all other statements, except “A flood a few centimetres
above ground floor level that happened really quickly but then subsided really quickly wouldn’t
really affect me”.
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Figure 46.

Attitudes Towards Flooding - “It's out of my hands”
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Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
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Table 8.  Attitudes Towards Flooding - “It's out of my hands”

Flood Attitudes (Average Agreement) I(t;g:l%o f my hands Total (n=2,789)
There is nothing | can really do to avoid damage to my home and
6.0 4.6
property from a flood
Floods in Melbourne are only minor 4.8 5.0
People who live on a hill are not affected by flooding 5.2 5.6
Only people who live near a body of water (creek, river, lake or beach)
. 4.3 45
need to worry about flooding
Itis the council or government's job to minimise the risk of flooding 6.4 6.5
If there was going to be a flood, you would have plenty of warning that it 36 46
was coming ’ ’
If you are not covered for flood damage, the insurance company has a
S 6.4 7.1
responsibility to tell you that
It is up to me to protect my property from the risk of flooding 4.8 6.2
There are lots of things | can do to minimise the risk of flooding to my 39 53
home ’ ’
| have done all that | can to prepare my home for a flood 3.8 4.2
| know what to do to protect my property if there is a flood 3.5 4.4
| know what to do to keep myself and my family safe during a flood 4.3 5.1
Floods are not something that you can prepare for 5.3 4.4
My house and/or contents insurance would cover me if my home or
5.3 5.9
property were damaged by flood
| know where to find information about being prepared for a flood 3.3 43
[ would expect to get a warning from relevant authorities if my home
54 6.5
was about to flood
A flood a few centimetres above ground floor level that happened really 40 41

quickly but then subsided really quickly wouldn’t really affect me

Base: Total (n=2,789). “The following are some statements that people have said about flooding in Melbourne. For each, please indicate

how strongly you agree or disagree with the statement, on a scale from 0 to 10 where 0 is ‘strongly disagree’ and 10 is ‘strongly agree’.
Scores significantly higher than the total are shaded green; scores significantly lower are shaded grey.

Underpinning these attitudes to an extent, those in the “It's out of my hands” segment have less
experience with flooding. Significantly more (59%) have not experienced a flood at their current home
(compared to the total of 55%).

Along with having experienced less flooding, as shown in Figure 47 Perceived Flood Risk “It's out of my
hands” below, those in the “It’'s out of my hands” segment have average perceptions of their flood risk.
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Figure 47.
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Base: Total. “We are interested if the impact on you would be different with different levels of flooding. Think about the impact on you, your
family, your day-to-day life and your house and contents. Use the scale below where 0 is ‘no impact at all’ to 10 being ‘catastrophic impact’

to rate the amount of impact for each level listed.”

Further, as shown in Figure 48 Flood Preparedness “It's out of my hands” below, two in three (66%) do
not feel prepared for a flood (not really or not at all prepared): significantly greater than the total (55%).

Figure 48.
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Base: Total. “How prepared do you feel you and your household are for a flood at the home or property where you currently live?”

This lack of preparedness is consistent with more in the “It's out of my hands” segment feeling that there
is not anything that they can do to prepare or any way to avoid damage to their home or property from a

flood.
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This segment is also significantly more likely to:

e Dbe unaware of any of the risk minimisation strategies presented (13% aware of ‘none of these’
versus the total of 8%);

e not know whom to contact for more information about preparing for a flood (22% versus the
total of 13%); and

e not know whom to contact during a flood (11% versus the total of 7%).

Finally, this those in the “It's out of my hands” segment are also significantly less likely to agree “I could
cope with a flood if | was prepared” (5.3 versus the total of 6.0). This suggests that for this segment,
lack of preparedness is due to both a lack of knowledge about what to do, but also a lack of motivation,
as they do not necessarily see a benefit from being prepared.

Demographically there are some skews: this segment has significantly more who are renting (29%
versus the total of 26%), and significantly more who are singles / couples with no children (42% versus
the total of 38%). In terms of age and gender they are consistent with the total.

5.14 Implications for communications

Understanding that there are different types of residents with different sets of attitudes towards flood risk
will help Melbourne Water design communications that speak to all of these segments. Note that this
may require multiple pieces of communication, each focused on a different segment.

The table below, Table 9 Implications for communications by segment, summarises the implications for
communications for each of the segments identified.

Table 9. Implications for communications by segment

Because this segment takes responsibility and takes action, they are likely to

be receptive to communication and content if it is thorough and goes beyond

@ what they have already done / are aware of. For example, while residents in

| this segment have done well more than others, relatively few have an
- ot emergency action plan or an evacuation kit.

More ‘basic’ or ‘beginner’ communications might be disregarded as something
‘Al under control”  they already know or have already done.

It will be also important to educate this segment about the potential impact of
a flood 2-3 centimetres above ground floor level to motivate more risk
minimisation actions.

This segment feels they have less control, are less informed and are less
prepared because they do not feel that they need to be. So the focus of
communications should be on raising their awareness of flood risk and that
there are actions that they can take. Initially focusing on the simplest, lowest
effort risk minimisation strategies would likely have the most success for this

l segment.

No worries” Communications also need to address the potential false sense of security
that they are not at risk because they are on a hill, do not live near a body of
water, etc.
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While those in this segment have taken some action, they could do far more.
Communications to this segment need to emphasise that leaving it to others
is not enough and that personal action and responsibility is also important.

So while aware of many risk minimisation strategies, and appear aware of the
impact of flooding, they need to be encouraged to actually take steps to
protect themselves.

L ook af ter me”

Residents in this segment have done very little to minimise their risk of
flooding. Communications need to focus on raising awareness of flood risk
generally and then focus on empowerment: making them aware that they do
have some control over their flood risk / control over protecting their home
and property from damage.

. While they also need to be educated about risk minimisation strategies
‘Out of my hands”  generally, it will be critical to convince this segment that those strategies are
something that they can do and something that will actually benefit them.
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6. APPENDICES

6.1 Qualitative Exploration Discussion Guide

PROJECT READY
Digcussion Guide
FINAL 29-05-15

Overriding objective: To develop insights that can be vsed as direct input inte the development of an initiative
aimed al buizing awareness, education and action into flood readiness; incledes evakuating MW's definiion of
flood readiness’ and understanding how aware and prepared the communily neecs to be and how to get there.

1 = |nfraduce self, Laftude Insights and purposa of projact & mins

Intreduction &
warm up = Mo right or wrang answers, recording for review
Oibj: To set e = Anonymity and confidentiality
scere abouk how
the groap wil work |= Confirm groug length (134 - 2 hours)
= Confirm topic: nafural disastars and axireme avanis
* Infraductions: Each person o introduce themsealvas and share something about
themselves ok, suburb)
E = Awarenass of natural disasters. & mins
Natural When | 58y “natural dizasters” or “exireme evenis”, whaf sorf of fhings come o
disastars mind? [MODERATOR TO WRITE DOWRM A LIST ON THE WHITEBCARD]
Db To undersiand
m:"numnﬁu“d = Ralevanca to them.
onding in the And which of fhese are relevant to you and your [ife? Which ones showld you
contest of cther personely be concerned sboud?
ratural disaslers
= Reasons for ralevance. Explore why certain evants are more refevant than
others.
&g Whai makes bushfires in Wiclorie mora relevent fo you personaty? Whal
ebouwt earthgquakes? In whai way are they or ara fhey nol refevant fo you?
Whaf sbout cyclanes? What abouf fooding?
= Relevanca of flooding.
What sbowt feoding? How relavant is that to you personally? Hsse anyone hare
gxpenenced i? Are you af risk of flooding in your hams? How does flooding
compare fo other neturs! disasters and sxfrema svends?
2 * Infraduce imagery & footage of a flooding event Phote baards. |15 ming
Emational 'm going fo show you some phofos of fiopds that have recently happsnad in
response 103 | godney and Brishane. [SHOW PHOTO BOARDS]
flooding event
. Ta sl * Elicit emotionel responsa.
cmational reszenge | FY0AL 8RS the thoughis going throwgh your mind 85 you are sseing these
o the community | images? Tell me a bit abowt how you are feeling. How do you think the people
when faced witha | fhal are experiencing & are fselting might now?
fooding event
= Dutcome & impact.
What do you think wowld be the impac of somathing Vke $his? Whef sorf of
demage iz dons? How long would & iske do recover fom this?
= Ralevanca.
How relsvant iz something Kee this fe yow personally? Cowld ihis happen o
you? Why'why not?
X T Fedal 1504 1
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. » Intraduca word association exercisa. Projective 15 mins
Readingss’ | 11 ke you fo help me brainstsrm what ‘being fleod raady’ means. Let's technigua: Waond
Ideation complate this by writing sur thoughts end idess on i posidt noles. Putone  |3%50ciaban
Dby Tobminsterm | single thowght or ides on sach Posi-if node and shick them on the table in fronf
tha practicalites of | pof pau. Then weT talk about them ss a group.
sing food 3ty | mp oack Past- nots, I ke you to waits & thought or ides that relafes fo what
being food ready’ means in g practicel sanse? What sort of things wowld you
be doing fo prepare for that fype of evant, awven if you think you sre Rever going
to be flooded? Anything that comes fo mind.
[ALLOW APPROX 5 MINS FOR INDWVIDUALS TO COMPLETE THIS TABK]  [Activity: word
= Word zort exencise. Sk sk
[ now wan to iske thees and group them semehow. Lel's star with one thoughi|
orides tha! somecns had and stick it up over hare. Anyihing similar?
Continue un® all Post-It notes have been grouped into ke topics.
Then re-group the iopics into broader themes (egq physical aclions, financial
gctions, emofional gclizns).
5. * Introduca definition. Board with 10 ming
Evaluate flood| e io snend a B8 of time on the ides of being Tiood ready” and what et |defition
readiness’ sctusly means. Here is & deilnition of whe! baing fiood resdy’ could mean. ['d
definition like to run & past you and gef your thoughts on &
Obj: Towealuale | [READ OUT DEFINITION]
the definéion of
‘food rpadimese” | ® First neactions.
that MW have What ena your firsf thoughis when | read that out to you?
prepeed and
idendidy = Comprahension.
imaryements What dogs this all mean? Doss it make sanss fo you? What do you think they
want you fo do?
= Resanating efements.
What erg the key poinis in this that really sfood out for? What makes you want
fr knpw mors or do mors?
= Confusions.
Iz thera anything in here et is confusing or fhal yow would juef diemizs? Whet
gre thay?
a Gtz o FIN&L 13030 ’
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E.
Evaluate 5ES
flood ready
plan

(Obi- To axpione
percepbions cf e
cument figod resdy
plon by SES and s

* Infraduca SES plan.
Hare's & copy of the SEE FlopdSafe Guide which advises you on what fo do to
be ood ready’. Hava 5 quick resd end lef me know your thowghts on this.

= Opan discussion. Firsf thoughts, positive, negalives.

= Capebifty. How capabls o yow feal fo ba eble fo scfion some of thase poinfs?
Do you understand what ihey are ssking you fo do? Why, wiy nof?

SES FloodSafe

Guide

ﬂﬁ:::”“‘ = Opportunity. Can you physically achiave thess things? Do you have the means
= fo gotually mare soma of thase things happen? Could you afford fo do these ?
= Motivation. Are these things you fesl you wanf fo do or showd da? is if
refavant fo you or naf?
* Incarporating their idestion, Looking back ai the posf-it note exsrcise we did,
ware thare eny other things thal we thowght would be goad acfion poinis fo be
‘Tood ready’ thal havent baen inclvded in the SES outline? Whal ere thay? Do
you fes! capable, motivated and have the opporfunity to schieve thef? Why or
why nof?
T ® |ntraduca "Flood Fact Sheaf sfimulus. Flood fact sheat |20 ming
Explore key | i, going fo show you a seres of boend's with some facfe and figuras an them
messaging | ooy ke fo get pour thoughts and fesdhack about
ideas [SHOW FLODD FACT SHEET BOARD)|
Obi: To idenkfy the
lm? m:ng:? = Sponienacus regctions. First ifowghts fo these Yacts and fgures’ Oid youw
cloments tat couls | know this? Doas this come as 8 surprisa 7
be used in comms . 4 : -
o mativabe Tioos | ™ Emolionel resenanca. How doss this make you feel, heanng about this? Does
readiness’ it make you think difersnily sbout feoding in Melboume?
= Show Andrew Serratore vidac -
hitpe:waw youlube comiwatchy=giLbiZKUIPY c#t=103.
I'm going fg show you a wides of someone wha's been through a focding
sitwstion and | wanied you to hear his story.
[EHOW VIDED — ALLOW 5 MIMNS]
= Opan discussion as per above - spontfaneows reactions, emofienal resananca.
B. AMOMG THE ‘AT RISK' GROUPS ONLY, IF NOT ALREADY RAISED 5 mins
m“a':'::‘:‘i, = Awarenaess. How wowld you feel i | fold you thai you were in a high or extrems
food risk apaa, Dose thel surprise you? How doss ¥ make you feel?
iOhi- To confrm e
messaging among | * Change in affituda, Doss # make you feel differantly about wanting fo ba more
thase ‘st rak flood ready’ than you are pos. Why' why not?
5 * Final questional commants from participants 4 mins
Close : : :
b T e ® Final questiona’ commants from client
discussion = Thank & provide incentves
207 Dutzan m FIMAL 1Y I
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6.2 Quantitative Benchmarking Questionnaire

i 152-037 Meloourne Water
o

& 1.,1 r L] i Flood Ready Questiennaira
i X
89, L a t l tu d e Benchmark W1

Mallal 26-June-2015

COMMENTS SHADED IN GREY ARE NOTES TO THE READER FOR CONTEXT
PURPOSES. THEY WILL NOT BE DISPLAYED TO THE RESPONDENT.

OBJECTIVES

To develop and quantfy & set of relevant and repeatable measures that can be used as a
penchmark agamst which to evaluate the success of the proposed communications campaign,
particulsrty with respect to chengas in levels of awareness, attitudes and behaviours of flood
readiness.

Mote that many of these questions will be dross-tabbed against currenty classified ‘Hood prone’
and 'not flood prone’ properties for anabysis purposes.

INTRODUCTION

Thank you for ggreeing to participate in this swrvey, which will take no more than 5 minutes of
your time. Plesse rest assured that we are not trying 1o sell you anything, and that your
responses to these questions will be used afong with hundreds of others: All responzes are
kept confidential and are coliscted in accordance with the principles and guidelines ss st out
by the Ausfralian Social and Market Resaarch Society (AMSRS)|

SCREENER

1 Before we get started, do you or your immediate family work In any of the
following industries?

Please select all that apply. [MR, RANDOMISE]

Advertising, PR, or public relations

Automaotive

Banking

Fashion manufacturing or reteiling

Markat resaarch

Telecommunications

Utilities (water)

Utilties {energy — gas or alectricity)

[P I I (T I (N IV Y

Ulilities {telacommunications)

[ANCHOR] Mone of these

=)
]
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a2 Who |s responsible for managing your housenold? By that | mean paying bills,
making decisions on services for your property, purchasing Insurance, atc. Are
¥ E [SR]
Solely responzible for managing the household 1
Jointly responsitie for managing the houwsehold 2
Mot at all responsible for managing the household 3
03 Which of the fellewing best describes your residency in the greater Melbourne
area, [SR]
| am & citizen or resident who lives permanently in the Melbourna area i
| am a temporary visidor ta the Melbourne area 2
Wedthier of these 3
(=T} ‘What Is your postcode? [TYPE IN]
DEFINITION

Thanks for answering those few guestions. Wa'd like to talk more ebout fiooding. When we
refer to fiooding, we mean water coming into your home or property from oulside such as from
meavy rain or a storm. We don't mean flooding s & result of faulty plumbing or househald
accidants within the home.

In addition; by fiooding’ we maan water rising up from ground lavel. For exemple, if your roof
collapsed due to heavy rain, this is not flooding’ for the purposes of this survey.

s Thinking abowt the home or property at which you live, at what peint do you
befieve the amount of water would be ¢lassified as & flood'?

Click on and drag the slider below to ralse and lower the water level. [SR]
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AWARENESS AND RISK
o1} To the best of your knowledge, is the home or property where you currently lve
atrisk of flzoding or may be affected by flooding? That is, are you in a ‘flood
prone’ araa?y
Remember that when we talk about flood' we mean water coming into your
home or property from outside such as from heavy rain or a storm, and water
risimg from ground level, not flooding as & result of faulty plumbing or
household accldents. [SR]
Yes 1
Na 2
Mot sure 3
a7 What makes you feel you are not at risk of flooding?
Select all that apply. [RANDOMISE RESFONSES. MR
| live on & hill 1
| do not five near a body of water {creak, river, lake, beach) 2
‘We have effeciive dramage in the strest | live in 3
| do not tive in a low lying area 4
| hiave investigated with an authority ebout my property’'s fiood risk &
| have newver besn told that | live inin & flood prone area ]
| have newvar had & problem with flooding in the property | Bve in befora i’
It dogs not ficod in my area ]
[AMCHOR] Something else (please tell ug ] a4
[ANCHOR] Mot sure Bg
o8 On a scale from 0 to 10, where 0 |5 ‘extremely unlikely and 10 Is ‘extramely
likely', how likely Is it that the home or property where you live will experience
one of the following flood levels in the next 10 years? [SR PER LEVEL]
Extremely Extromely
Unlikely likaly
o [ ¢+ ] 2 | 8 | 4 | s ] e | v | & g [ 10
8-40 SCORE
Owerflowing draing in the street with a few centmetras of water on
the sireet
‘Water levels on your property, but below the ground floor lavel
‘Water levels 2-3 centimatres above the ground fioor level
‘Water lavels hathaway up the ground floor of your home
‘Water levels up to the ground floer celling or higher
3 oy guestonr bonc K o 3
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a9 Which of the following have you ever experienced at your current homea or
property where you live?
Selact all that apply. [MR]
Owerflowing drains in the street with a few centmetres of water on the i
strast
‘Water levels on your property, but below the ground flaor lawvel 2
‘Water levels 2-3 cantimetras abowve the ground floar level 3
Water levels hathaay up the ground floor of your home 4
Water levels up to the ground flogr ceiling or higher 5
[EXCLUSIVE] | haven't experenced any of thase 4]
PREPAREDMNESS
Q10 How prepared do you feel you and your household are for & flood at the home or
property where you currently live?
Remember that when we talk about “flood’ we maan water coming into your
home or property from outside such as from heavy rain or a storm, and water
rising from ground level, not floeding as & result of faulty plumbing or
household accidents. [SR)
Extremely prepared i
Mostly prepared 2
A little prepared, but could do more 3
Mot really prepared 4
Mot at all prepared 5
Mat sure asg
11 What are the reasons you do not feel prepared for a fiood?
Salect all that apply. [RANDOMISE RESPOMNSES. MR]
Mo nead g2 'm not in a flood prone ares 1
| haven't thought about it before 2
I'm not sure what to do 3
I've thought about but haven't gotten around to it yat 4
| don't think it's necassary 5
[ANCHOR] Somathing alse [please el us ] aa
ZiDaT MY o Andy guir l ar 3k 2 ']
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12 The following are some statements that people have sald about flooding In
Melbourne. For each one, please indicate how sirongly you agree or disagree
with the staterment, on a scale from 0 to 10 where 0 |5 ‘strongly disagree' and 190
s ‘strongly agree”.

[RANDOMISE STATEMENTS. 5R PER STATEMENT. DISPLAY 4 -5
STATEMENTS PER PAGE]

Birongly Strongly
disagroe agres
HEREAEEERE R EEEE 5 10

0-40 SCORE

There is nothing | can really do to avoid damage 1o my homea
and propary from a flood

o | Floods in Melbourne are anly minar

& | People who live on & hill are not affectad by flooding

Only people who live near a body of water {creek, river, lake or

4 beach) need to worry about flieoding

It is the council or government's job to minimise the risk of
2 fleoding
i If there was going to be a flood, you would have plenty of

warning that it was coming

If you &re noi covered for flood damage, the insurence company
@ | hasa responsibllity to tell you that

oo | Itis up to me to protect my property from the nsk of flocding

There are lots of things | cen do to minimize the risk of flooding
1o my home

| have done all that | can to prepare my home for 8 food

g | | know what fo do to protect my property if there = a flood

| kmow what to do to keep mys=elf and my family safe during &
flood

i

m | Floods are not something that you can prepare for

My house and/or contents insurance would cover me if my home

B |or proparty ware damaged by flood
O | | know where to find information about being prepared for 2 flood
P | would expect o get a warning from relavant authorities if my

home wes about 1o flood

A flood a few centimetres above ground floor lavel that
@ | happened realy quickly but then subsided really quickly wouldn
realty affact ma
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Q13 There are a number of ways bo minlmise the risk of fliood damage to your home.
Before today, which of the following were you aware of as ways to minimise the
risk of flooding and the potential damage from flooding?

Select all that apply. [RANDOMISE RESPONSES. MR]

Reguler cleaning and maintenance of drains on my home 1
Reguler cleaning and maintenance of gettars on my home 2
Ensuring there is sufficient drainage on my home 3
Clearing debris from amsund your home 4
Hawing an emargency ection plan in case of fiooding 5
Hawing supples ready to siem the flow of water {mops, sandbags) &
Considenng flood risk and drainage when building | renovating ¥
Checking 1o see if my home ig in a flood prone area B
Protecting veluables by moving them 'up high' ]
Making sure | hava appropriate and sufficient insurance in case of 10
flood

Frepared an emergency kil "
Making sure my home is landscaped properly 12
[AMCHOR] | wasn't aware of any of these ag

14 And which of the following have you dene to minimise the risk of flooding and
the potential damage from flcoding?

Select all that apply. [PIPE RESPONSES FROM Q13. RANDOMISE
RESPONSES. MR]

Reguler cleaning and maintenance of drains on my home 1

Regular cleaning and maintenance of gutters on my home 2
Ensuring there is sufficient drainage on my home 3
Chearing debris from amund your home 1

Hawing an emargency ection plan in case of fiooding 5
Hawving suppkes ready to stem the flow of water (mope, sandbags) B
Considenng flood risk and drainage when building | renovating ¥

Checking to see if my home Is in a flood prone ares ]
Protecting veluables by moving them 'up high' 8
Making sure | heve appropriate and sufficient insurance in case of 10
flzod

Prepared an emeargency kit 11
Making sure my home is landscapad propearly 12
[AMCHOR] | have not done any of any of these og
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Q15 How often do you discuss the potential for flooding in your area with family,

friends or neighbours? [SR]

Diftan i

Sometimes

Raraly

L | s | RE

Mevar

16 Who would you contact to find cut more Information about preparing for a

flood?

Salect all that apply. [RANDOMISE RESPONSES. MR)

Bureau of Meteorology i

Emergency services {police, fire brigade)

State Emargency Sarvices (SES)

Local cowncil

L LN

State Government

‘Water Retailer (South-East Water, City Weast Waler, ¥ama Vallay
‘Water}

oy

Melbourne Walar 7

Insurer ]

Department of Human Services
A frend § family | naighboyc 10
[ANCHOR] Other (please tell us i Ba
[AMCHOR] Mot surs ag

PERCEIVED IMPACT OF FLOODING

Q17 Imagine for @ moment, your home experienced a flood of Z-3 ceolimelras above
ground floor lavel. What do you think the impact of that would be on you and

your family?

Remember that when we talk about “flood' we mean water coming into your
home or property from oulside such as from heavy rain or a storm, and water
rising from ground laval, not floeding as a result of faulty plumbing or
household accidents. [OFEN]

toody quesionnsen boncbenark va 48 Juy-2015 ?
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Q14

214

We are interested If the impact on you would be differeant with different levels of
flooding.

Think about the impact on you, your family, your day-to-day life and your housea
and contents.

Use the scale below where 0 Is ‘no impact at all’ to 10 baing ‘catastrophic
impact’ to rate the amount of iImpact for each level listed. [SR PER LEVEL]

Mo impact Catastrophic
atall impact
o [ + [ 2 | 3] &« J s ] &8 [ 7 ] 8 ] 10

2-10 SCORE

Cwerflowing drams in the street with a few centmetres of water on
the strest

‘Water lavels on your property, but below the ground floor lewvel

‘Water levels 2-3 centimetres above the ground floor level

‘Water levels hatfaay up the ground floor of your home

Water levels up to the ground flogr ceiling or higher

Imagine your home experiences a flood where your ground floor is covered with
2-3 em of water.

Om a scale from 0 to 10 where 0 s ‘strongly disagree’ and 10 s ‘strongly agres’
how strongly do you agree with each of the following statements about a flcod
2-3 cm abowve your ground fleer lavel.

[RANDOMISE STATEMENTS. 5R PER STATEMENT. DISPLAY 4-5
STATEMENTS PER PAGE]

Btrongly Strangly
disagree agree
o | ¢+ | ¢ | 8 [ 4 | s | s [ 7 [ B | 8 | 10

440 SCORE

& | ltwould be a hassle to be flooded but there are worse things
b It wiould ceuse an enormous strain on me and my family if we

were flooded
& | The thought of being flooded makes me really anxious

| get stressed out when it rains in case | get flooded

Being flocded wouldn't be as bad as being caught in a bushfire
i A flood would be a widespread event affecting lots of people in

my area or neighbourhood
g | Itcould take & faw maonths to recover from a flood
| It eould take a few years to recover from a flood

A flood would make it gifficult 1o get around — to work, to schoal,
Y| to other family or friends’ houses
& | A flood would make my property valee plummet
| | Aflood would make my insurance premiums skyrocket
M | | could cope with a8 flood if | were prepared

. 3 o R a I r 3H rr) H
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o2

o2

Who would you contact for help during a fiood?

Select all that apply. [RANDOMISE RESPONSES. MR]

Bureau of Mateorology

Emergency services {police, fire brigade)

State Emergency Sarvices (SES)

Local counci

State Government

Bl &) B | R

‘Water Retailer {South-Ezst Water, City West Waler, ¥ama Vallay
‘Water}

=]

Melbourne Waler

Inaurar

Dapartment of Human Sarvices

A frend ! family | neighbour

10

Landlord | real estata agent

L

[AMCHOR] Other please tell us

o4

[ANCHOR] Mot sure

a5

If you did experience damage ! loss to your home or other property from a flood,

would your house and ! or contents insurance cover you for that? [SR]

Yoz — | am absolutely sure

¥es — | think so

N

Nat sure

L]

COMMUNICATIONS

Qg

Do you recall any advertising or information about the risk of floods in the fast

few months? [SR]

Yes 1
Na Z
Mol sure ag
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023 Where did you see this advertising or informaticn?

Selectall that apply. [RANDOMISE CHANNELS. MR]

Telavision 1
Radio 2
MWewspapar 3
Wehsita 4
Social media (Facabook, Twitter) 5
‘Word-of-mouth (famity, friend, neighiour, colleague) L]
Letter box drop
[AMCHOR] Something else (please tell us g8
[ANCHOR] Mot sure a9
024 And assuming you wanted to recelve information, how would you want to

recelve information about praparing for a flood?

Selectall that apply. [RANDOMISE RESPONSES. MR)
Television advertising 1
Televizion news program 2
Radio edvertising 3
Radioc news program 4
Mewspapar adverlising 5
Mewspaper articie &
Oinline advertising 7
Melbourne Water wabsite a
Social media (Facebook, Twitter} ]
Waord-of-mouth (family, friend, neighibour, colleague) 10
Letter box drop 11
[ANCHOR] Something alse (please tell us 4a
[AMCHOR] Mot surs og

az5 And what information do you feel would help you to prepars for a flood?

Selectall that apply. [RANDOMISE RESFONSES. MR]
Steps to take to minimise the impact of a flood 1
Steps to take to avoid flooding | minimise the risks of flooding 2z
‘Wiat to do if your home floods 3
What NOT to do if your home floods 4
‘What items o put in an emergency | evacuation kil 5

10
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Q26

Q7

Q28

el

‘Whio to contact if yeur home floods

[ANMCHOR] Something else (please el us

aa

[ANCHOR] Mot sure

og

DEMOGRAPHICS

Then«s for all your answers so far! We have justa few final questons to betiar ynderstand who
you gre and the araa you lve in.

Are you.

LEETE]

Femals

Which of the following best describes your age group? [SR]

Undar 18 years

16 — 24 years

25 - 34 years

35 — &4 years

45 — b4 years

55 - G4 years

&5 — 74 years

75 years ar older

L=l I - O I R U N

Which of the following best describes your home?

Single story house ! townhouse

Multi siory house J townhouss

Ground floor apariment

[EE

1 ar 2™ foor apartment

1.1

Apartment on 3 floor or higher

L]

Other {please tell us ]

ag

And thinking aboul the home you live In ...

| own my hame outright

| am paying a morigage

| m renting

| live with others and do not pay rent

B R | B2

Othar {please tell us ]
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Q30 And Is your home subject to any of the following? [SINGLE RESFONSE FER
ROW]
Yes Mo Drom't know
SEBEO (Special Building Overlay} 1 1 i
Inundation Owarlay 2 2 2
Floodway Ovariay 3 2
a3 Which of the following best represents your household structure? [SR]
“Younger family (most children under the age of 8 yrs)
Older family (mosi children between 8 — 21 ws) z
Mature family {most children over the age of 21 yra}
Adult shared house 14
Single/Couples — No kds 5
032 What is maln language spoken at home? [5R)
English 1
Othar 2
033 What Is the highest level of education you have complated? [S5R]
Less than high school [ still in high school i
High school | Year 12 2
Certificate 1/ 1l 3
Certificate 1171V 4
Adwvanced diploma/Diploma 5
Graduate diplomaiGraduate certificate &
Bachelor degree g
Postgraduate degree 8
Prefer not to answer ]
234 What is your current employment status? [SR]
‘Working full time
‘Waorking part time ! casual 2
Looking for full time work
Looking for part ime work 4
) I T i 1
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Don't work
Home dubes &
Retrad ?
Stwdent {not in employment}) ]
Frafar not to answer a
Q35 This survey |s being conducted on behalf of Melbourne Water. To better halp
Melbourne Water with their flood preparation strategy, can you please tell us
your home address?
It Is a critical part of this study and your heip here is really appreciated]
Remember your privacy Is protectad and your individual answers will not be
provided to Melbourne Water in associatien with your address under any
circumstancas.
Your address will NOT ba used for any other purpose excapt to determine
whether or not you are in a flood prone area — which can vary from house to
housa!
Wa have your postcode 8. [FIPE IN RESPONSE FROM Q4)
Please type in your suburb, street and house number.
Suburb
Street
House no
CLOSING
Thank you 50 much for completing this survay today,
This study has been conducted by Latiiude Insights on behalf of Melbourne Water. If you have
any other comments you woukd ke to make about this survey or about the topic, pieasze type
them in the box Debow.
Flagse press == (o submit your responses.
2E3T7 MW oy goestonr bono K ol 2 ity 13
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