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Executive Summary 

The local 10 May major hailstorm damaged a significant portion of the public and private 
structures in Cape Paterson.  A survey in December 2019 of ratepayers reported minor to 
major damage to buildings in 173 of 325 responses, far in excess of that reported by the 
media or recognised by agencies and the community.  Businesses that provided valuable 
retail and social services were closed for months and suffered serious disruption and loss 
of income.   

Despite being acknowledged as an emergency, not all the emergency plan responses 
were implemented. Members of the community observed in the survey and interviews 
that there was a perception of little or no follow-up by the relief and recovery services at 
any level after the initial response. Notification of the storm and damage to housing was 
largely by neighbours or family members, as well as the media and through the Vic 
Emergency site. 

Stress and impact on wellbeing relating to dealing with the damage and insurance claims 
was reported by 38% of the respondents. The closure of the Tavern and General Store 
had a moderate or significant impact on more than 25% of the respondents, including on 
their shopping and social contact. 

Considering increased future risk for severe weather events, it is recommended that:  

• a more comprehensive approach to emergency planning is implemented by the 
community that covers not only bushfire emergency management but also other 
emergencies including severe weather events.  

• Although the hailstorm was not as devastating as a severe bushfire, prior 
preparation, emergency response, assessment of impact, communication and 
relief and recovery are still vital to the health and resilience of a community, 
including Cape Paterson.  

• The investigation of the impact of hailstorm on Cape Paterson provides a case 
study for lessons and actions to prepare this and other Bass Coast communities for 
future emergencies. 
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 Summary of Recommendations (Section 13) 

• The Bass Coast Shire Council (BCSC) completes its review of emergency management 
giving regard to the two most recent emergencies (Cape Paterson May 2019 and 
Grantville Feb 2019) and makes the results public for comment. 

 
• In completing its review, BCSC takes special note of Sections 3 and 4 of this report. 
 
• As part of its review, BCSC facilitates a workshop to review the emergency responses 

for those events with the key Council departments, relevant agencies and community 
members.  

 
• As part of this workshop or a subsequent one, an appropriate emergency 

management plan kit is developed by BCSC and the Cape Paterson Residents and 
Ratepayers Association (CPRRA) for general use by the community.  

 
• Role allocation for responsibilities and maintenance of a BCSC vulnerable persons 

register are clarified so that the register is actively maintained while protecting 
privacy. 

 
• The CPRRA investigates the establishment of a contact network using members to 

distribute information to inform the Cape Paterson community. 
 
• The CPPRA participates in the Project Steering Group for the development of the 

Wonthaggi Life Saving Club’s new facilities. 
 
• Future building recommendations for exposed coastal areas like Cape Paterson are 

developed to assist homeowners with building, renovating and maintaining for the 
future. 
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1. Introduction 

The severe hailstorm at Cape Paterson on 10 May 2019 presented many challenges to the 
community, some of which are still in the process of being resolved, more than eight 
months after the event. 

In response to the event and its aftermath, the Cape Paterson Residents and Ratepayers 
Association (CPRRA) has conducted a community-based review to establish: 

• The extent and nature of the hailstorm and the damage to properties  
• The response to the storm event 
• The immediate and ongoing economic and social impact on the community 
• The lessons and actions that can be taken to prepare Cape Paterson for the future 

Enabling Cape Paterson and other communities within Bass Coast Shire to prepare and 
respond to future events is a key outcome from the project. 

Improving community preparedness, response and resilience to severe weather events is 
needed as the Bureau of Meteorology (Bureau of Meteorology Duffy, 2016) and others 
have predicted an increased frequency or severity in: 

• Extreme temperatures 
• Extreme rainfall, flood and drought 
• Thunderstorms, hail, lightning, dust storms 
• Storm surge and coastal inundation 
• Bushfires and fire weather 
• Compound (multiple overlapping) events.  

The review has gathered information to assess the event through: 

• A survey sent to all permanent and non-permanent residents (hard copy by post 
letterbox drop with an optional link to a web -based version) 

• Interviews carried out with residents, local businesses, tradespeople based in 
Cape Paterson and builders, the life-saving clubs and the restoration and 
emergency services 

The Bass Coast Shire Council (BCSC) is supporting the CPRRA in conducting the review as a 
community-based project. It has provided valuable advice and administrative assistance 
to the project including the distribution of the survey to non-permanent residents. This is 
the initial report of survey results, interviews and additional research done by members 
of the CPRRA.  A second version of this report will be prepared subject to responses from 
emergency services agencies and the public if required. 

The CPRRA acknowledges the BCSC for its support, the businesses that allowed us to 
interview them and the members of the community who responded to the survey and 
provided follow-up comments. 
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2. The Severe Hailstorm on 10 May 2019 

A severe thunderstorm developed over Cape Paterson on Friday morning, May 10. The 
thunderstorm remained almost stationary over the township for about an hour, 
generating lightning strikes, covering buildings, beaches and roads with thick mounds of 
hail and following up with an estimated 100 mm of torrential rain within a few hours. 

The survey, which was responded to by 325 permanent and non-permanent residents 
indicated that, of the respondents, 167 houses had been damaged by the deluge of 
hailstorm and rain (far in excess of the early estimates). In 105 of the houses the damage 
was rated as moderate or major with water entry impacting on roofs, ceilings, insulation, 
interior walls, floors/carpets, furniture and contents. 

Those repairing observed that damage was worse in the many houses and buildings that 
had flat roofs as hail formed into ice and blocked and damaged the gutters, and melt 
water flooded through the roof (Steamatic Cleaners personal communication, and 
others). This resulted in damage to many roofs and the only option to commence the 
restoration work of drying and mould repair was to take the roof off or to drop the ceiling 
to remove the insulation.  

Of the five businesses based in the township that were interviewed, two were closed for 
months for major repairs, one operated by phone from car and home pending repairs and 
one relocated to Wonthaggi due to major damage. 

The amount of rain in a couple of hours in itself is more than enough to cause flash 
flooding. With the drainage system overwhelmed by hail, then rain and overland flows 
from rural land, roads and surrounding hard stand areas, severe flash flooding occurred at 
the Bay Beach area and in some streets within the township such as Tarooh Road and 
Cassia Street. 

The deluge of water that ran down the side of the Wonthaggi Life Saving Club cut a 7.5-
metre-deep trench, weakened the rear foundation of the club observation building and 
washed away the front ramp, flooded the barbeque and playground and irreparably 
damaged the clubhouse. 

The Cape Paterson Community Centre did not sustain any damage, but the stairs to the 
First Surf Beach were closed until December. The Council was required to carry out 
repairs to paths, car parks and roads and to clear drains and pits. 
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3. The Components of the BCSC’s Municipal Emergency 
Management Plan 

Under the BCSC’s Municipal Emergency Management Plan 2019 (MEMP), there are two 
stages of response to emergencies: 

• Emergency Response 
• Relief and Recovery Response 

The severe hailstorm at Cape Paterson is listed in the MEMP report as the most recent 
emergency (p14). 

3.1. The Emergency Response 
The MEMP states “This is the action taken immediately before, during and in the first 
period after the emergency to reduce the effect and consequences on people, their 
livelihoods and wellbeing, property and the environment to meet basic human needs.” 
(5.1. p25) 

3.2. The Emergency Relief and Recovery 
This second stage "should be integrated with the emergency response activities and 
commence as soon as the effects and consequences of the emergency are anticipated 
(MEMP 6.2 and 6.3 p36) 

The two components are: 

• Emergency Relief 
The provision of essential needs immediately after the emergency 

• Recovery 
The assistance to people and communities affected by the emergencies to achieve 
a proper and effective level of functioning. 

4. The Emergency Response and Follow Up Responses 

4.1. The Emergency Response on the Day 
On the day of the event, the Wonthaggi State Emergency Services (SES) Unit initially 
responded and was later supported by SES Units from across the Shire, Leongatha, Moe 
and Yarram, the local Country Fire Authority Brigades and BCSC in clearing the streets, 
footpaths and drainage pits from the build-up of hail. 

The response was reportedly swift and effective in ensuring that footpaths and roads 
were made safe by the removal of the deep cover of hail/ice and in providing security 
barriers to paths, stairs and playground areas, including parking and paths and roads in 
the caravan and camping grounds, which were made hazardous by the flash flooding. 
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4.2. The Provision of the Follow-up Support – The Relief and Recovery  

4.2.1. Emergency Relief (MEMP 6.2 p63) 
This is the provision of essential needs to individuals, families and communities during 
and in the immediate aftermath of an emergency. The following are some of the listed 
primary functions that would have been relevant to the Cape Paterson community 
following the storm: 

• Impact and needs assessment (BCSC with Department of Jobs Precincts and 
Regions) 

• Community and media information 
• Psychosocial support (with Red Cross and Victorian Council of Churches) 
• Health and first aid 
• Emergency shelter 
• Coordination and clean-up of infrastructure  

The council is responsible for coordinating emergency relief at the local level. 

4.2.2. Recovery 
This is defined as "helping people and communities affected by the emergencies to 
achieve a proper and effective level of functioning. This can be achieved when councils 
and others, using specialist services and resource, support the community as it manages 
its own recovery” (MEMP 6.3 p36) 

The MEMP emphasizes the importance of the recovery activities commencing as soon as 
is possible as delays can make the problems worse. 

In contrast to the Emergency Response, the surveying of residents, owners and 
businesses indicates a lack in the follow up and external support to the community. This 
resulted in a common perception within the community that it had been forgotten.  

The extent of this perception was epitomized by a letter from a Cape Paterson resident in 
the 9 July 2019 Sentinel Times , “ The Cape exists Bass Coast Shire” (see Appendix 13.2)), 
which was highly critical of the council and stated that the Cape would pull through the 
event because of the resilience of the community. 

In the survey and interviews, residents frequently identified the following as examples of 
the type of relief and recovery support which they would have appreciated.  

i.  The provision of an information caravan to assist people who needed support and 
guidance in dealing with the insurance issues, obtaining alternative emergency 
accommodation and in accessing tradespeople 

ii. The provision of free removal, or at least the waiving of the fee at the Transfer 
Stations, for the piles of plaster, insulation, mattresses that lined the streets 
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iii.  Visits by the BCSC's  representatives and relevant managers to become aware of 
the extent of the outcome of the storm, provide support, and to establish if there 
were any ways in which the Council or other agencies could assist the businesses 
and residents of the community. 

It appears that there was either a lack of understanding of the seriousness of the situation 
at Cape Paterson, despite the initial Emergency Response or that the procedure to 
coordinate the provision of Emergency Relief was not implemented. 

Of the 88 responses to Question 9 of the survey, which asked from where support was 
obtained, only 13.64% indicated the SES or Police and 76% reported that it was from 
neighbours, friends or family. Only 4 responses identified a person or organization 
outside the community 

A cause for concern is that the checking of vulnerable people and/or those living alone 
appears to have been ad hoc and dependent upon individual contacts or knowledge 
rather than through an organized procedure or register. It is understood that the State 
Government released an updated Vulnerable People in Emergencies Policy in May 2015, 
which called for the development of local lists of vulnerable people who may require 
assistance in an emergency. The policy also states that the lists should be available to 
those with a responsibility for checking on and assisting vulnerable people to evacuate 
(while respecting privacy). 

5. The Survey of Residents and Ratepayers  
So remarkable was the impact of the May 10 hailstorm on the community that the CPRRA 
committee decided to explore what the community could learn from its experience in 
weathering that storm. Early in December a simple survey using both Survey Monkey 
online media and a paper-based version was conducted to gauge what were the primary 
lessons to be learnt.  The key findings are set out below. 

328 responses were received, 225 of those online and 103 in hard copy form.  

5.1. Residency: (Question1) 

In terms of permanent residency, 121 acknowledged Cape Paterson as their permanent 
residence whilst 204 lived elsewhere. 
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5.2. Household damage: (Questions 2 and 3) 

Of the 325 respondents, 173 or 53% experienced damage to their household  
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5.3. Displacement (Questions 4 and 5) 
Thirty-eight households stated that they had been displaced from their houses as a result 
of the damage.  Of these 26 were displaced for more than a month  
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5.4. The Reason for and Length of Displacement (Questions 5and 6) 

 

 

The analysis of the 22 written comments to this question indicates the following reasons: 
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i.  Delays in the insurance process and/or the contracting of labour for the repairs 
were the reason for 50% of the residents’ displacement. 

• Insurance companies take a long time. 3 cycles of assessments and quotes months 
apart due to significant variation of cost of repairs. 
 

• Delays by Insurance Company and shortage of labour 
 
 

ii.  The extent and the nature of the damage and the repairs required were the 
reasons for 40% of the residents’ displacement. 

• Water damage then mould then asbestos found Still negotiating contract for 
repairs House is totally gutted 
 

• House unsafe – 9 weeks 
 
 

iii.  The time taken for the completion of the repairs ranged from two weeks to some 
not being completed at the end of December 2019. 

• Insurance company absolutely useless and disgusting. My property is still not fixed 
 

• House required drying. There were 10+ machines in my house. Was displaced for 
approximately 2 weeks. 
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5.5. The Extent and Nature of Insurance Coverage (Question7) 

 

A surprisingly high number of households (239) reported having both house and contents 
insurance. However no data were obtained as to whether that coverage was enough to 
cover the costs or repairs, restorations or replacements 

5.6. Experience with the Insurance Companies 

There were 105 respondents who volunteered comments regarding their insurance. 

An analysis of the comments on their experience indicated that overall the percentage for 
satisfaction and dissatisfaction was the same at 42%. Delays and remonstrations with the 
insurance companies were common themes 

The satisfied residents included those who were completely happy with the service from 
their insurance company and those, who were generally happy but had some 
qualification about an aspect of service. 

 

• Everything fixed in 8 weeks so very happy 
 

• Insurance company were proactive, and their assessor found damage that we were 
not aware of. The repairs were first class and promptly completed. 
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• our insurer was very attentive and responded promptly and without hesitation. 

They were only slow in the very last payout which required several reminders but 
happened eventually 

 
 

The dissatisfied residents included those who described their experience as totally 
negative and those whose dissatisfaction was based on the protracted process in 
obtaining settlement and/or repairs. 

• Still unresolved. I feel ignored. It's been 5 months and they keep coming up with 
different excuses as to why they won't fix my property. They won't let me get a 
builder in to fix it. We are on the 3rd supervisor and it's taken its toll on me as I am 
in my 80's 

• Over 1 hour each time I called, process was complicated, still going, multiple 
quotes for repairs 

 
 

A third group of residents was happy with the prompt initial response but frustrated with 
the slowness of repairs and/or reaching a settlement with their insurer. 

• Initial experience was good however it took a significant amount of time for us to 
settle our claims, owing to the extent of damage and complications. Easiest 
solution ended up being a cash settlement, leaving us to effect all repairs 

 

Of the 103 written comments: 

• 16 residents did not make a claim due to experiencing no or minor damage. 
• 4 had their claim refused but one appealed successfully 
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5.7. Support from the SES, CFA, Police or Others (Question 9) 

 

Most of the support was received from neighbours, friends or family, with only eleven 
households reporting assistance from the SES and one from the CFA. Of the 53 written 
comments only four responses identified receiving support from a person or organization 
outside the community. 

An issue of concern is that 12 of the 53 written comments (22.6%) stated that they did 
not receive any support. However, it has not been possible to establish whether this was 
due to: 

• No support being required, or 
• Not having anyone to ask for support, or 
• No one offering support 
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5.8. Emergency Management Plan (Question 10,11and 12) 

 

Of the 175 responses, less than 20% had an emergency plan 

Less than 20% of the respondents, who had an Emergency Management Plan in place, 
considered that their plan was useful.  
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Of those who did not have an emergency plan for such severe events in place, two thirds 
felt it would be prudent to establish one for the future 

 

5.9. Impact on Health and Wellbeing (Question 13) 

The impact upon residents and ratepayers was greater for those who lived permanently 
within Cape Paterson, which was about 36% of the sample. Health and wellbeing and 
ability to socialise affected the permanent members of the community the most, with the 
lack of the general store impacting more broadly on the community.  
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Of the 82 written comments: 

i. 11% indicated no major impact on wellbeing or only short-term stress.  

• Not really-was stressful initially, but we recognised that we were very fortunate in 
comparison to others. 

 
 

ii. 38% reported on stress with insurance and/or repairs and stress and an impact on 
their wellbeing 

• Dealing with insurance company who keep delaying and cutting corners has 
completely stressed us out. 

 
 

iii. 29.27% commented on the loss of access to the Tavern and shops (25.61%) and to 
the beach. (3.66%)  

• Impacted only by the closure of the milk bar and the tavern 
 

• Our house was OK but as I am disabled, access to the beach is now a big problem. 
 
 

Despite the closure of the stairs to the first surf beach being a common topic of 
conversation in the community and featuring in the Sentinel-Times, there were few 
comments relating to the loss of access to the beach. This may have been due to people: 

• Ignoring the temporary measures of plastic tape at the top and bottom of the 
stairs, prior to the erection of barricades and signage. 

• Using a makeshift pathway next to the stairs down the eroding sand dune 

Two interesting areas of comment were: 

i.  The problem of not being a permanent resident or being overseas (6.10%) 

• Very disillusioned with insurer. Stress around trying to oversee the reconstruction 
of the house after the builder pulled out. Difficult from Melbourne. I’m a Nurse, not 
a project manager or builder 
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ii. Concerns over the BCSC infrastructure and/or lack of action (6.10%) 

• The only significant impact was the destruction of the beach access stairs near the 
Cape Lifesaving Club. Council took far too long to rectify/rebuild after this damage. 

 
 

5.10. The Effect on the Ability to Connect and Socialize in Cape Paterson 
(Question 14) 
75% of the respondents indicated that there had not been any impact on their ability to 
connect and socialize. 

  

 

 

5.11. The Effect of the Hailstorm on the Ability to Shop in Cape Paterson 
65% of the respondents indicated that they were moderately or significantly affected in 
their ability to shop in Cape Paterson. It is assumed that this would have been due to the 

extended closure of the Cape General Store. 
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6. Case Studies from residents and other ratepayers 

Two case studies are included (see Appendix 14.2) to present the experiences of Sue, and 
of mother and daughter Dorothy and Joanne, during and following the hailstorm.  

In both cases the homes suffered extensive damage with water deluging in through the 
ceiling and electrical fittings. Sue also experienced flooding to the depth of a foot on the 
ground floor due to blocked stormwater drains and pits in the street forcing a backflow 
into the house. 

Sue and Dorothy both had to contend with the storm and the flooding of their homes 
alone. 

Sue’s neighbours came to check that she was okay immediately after the storm, whereas 
none of Dorothy’s neighbours, who would have known she was home alone, came to 
check on her wellbeing. 

The insurance companies had a representative at both homes in the afternoon of the 
hailstorm and had teams to make the houses safe, clean up and commence drying out 
remediation the next day. 

However, after this immediate response, both Sue and Dorothy and Joanne encountered 
problems with their insurance company and/or the contracted workers. Sue was so 
unimpressed with the approach of the insurance company’s contractors that she halted 
their work instantly and negotiated a settlement. Whereas Sue had the experience and 
contacts with tradespeople to project manage the repairs, this was not common amongst 
the other residents. 

The insurance company halted proceedings with Dorothy and Joanne for an extended 
time when a fault was discovered with a pre-existing repair. Sue and Joanne were 
unaware of the problem. Black mould occurred during this time. 

The damage to both homes was so extensive that re-accommodation was required. Sue 
was re-located to Inverloch for five weeks before she opted to return to the still 
unrepaired home. Dorothy and Joanne were initially relocated for three weeks, before 
being forced to return home pending the resolution of the insurance issue. When this was 
achieved, they were moved out of their home for five months. 

The greater propensity for flooding to occur in the older houses with flat roofs is 
commented on by Dorothy and Joanne. 

Dorothy and Joanne have strongly urged the Shire and the community to ensure that 
there are procedures in place and that they are implemented for a systematic check on 
the wellbeing of at risk or vulnerable people. 
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7. The Impact on Local Businesses and Tradespeople 

Of the five businesses in the township that were interviewed, damage to premises by the 
hailstorm resulted in three being closed for months for major repairs, one relocating to 
Wonthaggi and re-commencing its operation after approximately 6 weeks and one 
operating remotely by phone. 

There was a significant economic impact for all these businesses, in proportion to the 
time that it took to get the business fully operational again.  

After the initial emergency response on the day of the hailstorm, the businesses did not 
receive any follow-up contact, and some expressed that it would have been good to have 
had the Council representatives and relevant staff visit the Cape to provide support. 

Only one of the businesses interviewed, the Salt Water Café, was able to continue 
operating without any interruption. The experience of the five businesses is outlined 
below. 

7.1. The Cape Tavern 
Michael Turton was driving to the Tavern on 10 May when he was suddenly engulfed in 
the severe hailstorm. Soon the hail formed into ice and blocked the building’s gutters. The 
water soon flooded through the roof causing extensive damage, which required the 
replacement of the insulation, lighting and electrical fittings and goods, carpets and vinyl 
floor coverings and doors.  

The repairs to the Tavern were delayed by weather, which prevented the lifting of the 
roof to replace the insulation. This needed to be done before the other repairs and 
replacements could be carried out and resulted in the Tavern being closed for 11 weeks. 

Michael indicated that he was in a state of shock at what had occurred, at the same time 
as feeling overwhelmed by the number of tradies, staff and customers, who came to see 
if they could help in any way. The support from the community continued throughout the 
time the Tavern was closed.  

Nevertheless, the aftermath from the storm was an extremely distressing time for 
Michael, his wife Sue and the staff, which are very much an extension of the Turton 
family. 

7.2. The Cape General Store 
The Cape General Store, leased and managed by Digger and Anne McFarlane, was closed 
from 10 May until 9 November. It had extensive structural damage with the ceiling, wiring 
and air conditioner all requiring replacement. The store’s perishable stock and later, the 
dated stock, had to be discarded at significant cost due to the six-month closure.  
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This event is still difficult to discuss despite their experience in assisting with major 
disaster recovery. They felt that they had let their regular customers down by being 
unable to provide them with the paper, milk and other supplies as well as a place to sit 
and have a coffee and read the paper. 

They had support from their family and following the suggestion of a local tradesman, 
approached Small Business Victoria (SBV), who were very helpful. SBV assisted 
considerably with complex communication and resolution of issues between them the 
insurers, the building owner and real estate agent.  

Coordinating tradespeople with the other businesses helped with repairs. The permitting 
processes by the Council and Worksafe ran smoothly once repairs were completed. 

Digger and Anne think the town is largely recovered although some customers have also 
remarked that severe weather makes them anxious now.  Customers have expressed 
missing them and very much appreciating their return. 

7.3. Adapt Design Group 
The ADAPT Design Group operated from the "top shop" at the time of the hailstorm. 
Partner Jess Cuman advised that the building sustained significant structural damage to 
the roof, ceilings, interior walls and electrical fittings as well as the flooding of the floors.  

The office was made inoperable due to the structural damage and the onset of mould. 
Jess indicated that fortunately the staff was able to save about 95% of the equipment, 
files and drawings. 

The firm quickly decided to relocate and obtained suitable premises in McBride Avenue in 
Wonthaggi. For five weeks the staff maintained a very limited home-based service until 
the new office became fully functional.  

ADAPT will continue to operate from the Wonthaggi office and in the longer term will 
look to establish an office in Cape Paterson on the site in Market Place, which it had 
purchased prior to the hailstorm 

7.4. PBE Real Estate Cape Paterson 
The hailstorm had a two-way impact on Wayne and Rahnee Skate from Cape Paterson 
PBE Real Estate in that it made the office non-functional, at the same time as creating an 
urgent and demanding work load. 

PBE is in the same building as the Cape General Store and while the damage was not as 
bad, the office became unusable due to structural damage and damp, requiring the 
replacement of the roof, insulation and ceiling tiles. The internet modem and router were 
ruined, and power was lost. 
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Wayne and Rahnee spent considerable amount of time in reviewing the 50 rental 
properties that PBE manage, inspecting and advising owners of damage, relocating 
rentals, arranging tradesmen and access.  Approximately 20% (10 properties) had damage 
ranging from small leaks to roof collapses.                                                                                                                                                                                                                                                                                                                            

Wayne and Rahnee continued without the shop front by phone and working remotely, 
before re-opening the office six months later in early November. 

Aside from the delays in repairs, multiple assessors and repeated requirements for their 
access over 2-3 months were inconvenient. Working with the other businesses to 
coordinate repairs and assessments assisted. 

Wayne remarked that Vic Emergency app and twitter notices were effective in notifying 
many of the residents but that privacy law requirements can work against 
communication. 

Wayne did not observe any follow-up by the Council and thought that the town would 
have benefitted with support in transporting the considerable amount of water damaged 
furniture to the waste management facility (especially mattresses). 

7.5. Salt Water Café 
Kate Ryan had been operating the Salt Water Café since mid-2018, when the hailstorm 
hit. Damage to the residence above the café did not impact on the café area. As a result, 
Kate was not only able to continue to trade, she extended the café’s operations to cater 
for a community, which was deprived for months of its Tavern and the General Store. 

This provided a welcome option to the locals who ritually gathered at the Tavern on a 
Friday night.  

In addition, the community has appreciated Kate’s other innovations such as the Irish, 
Italian, Mexican and other theme nights and obtaining a BYO licence.  

7.6. The Tradespeople 
While the home of one of the electricians was severely damaged, the operational 
premises of plumbers, painters and electricians located in Cape Paterson were not 
affected by the hailstorm, but there was an increase in the level and the urgency in the 
demand for their services from friends and neighbours. 

Several residents reported that the local tradespeople had outsourced existing jobs to 
their contacts outside of Cape Paterson so that they could help immediately and/or had 
arranged for external tradespeople to provide an urgent response. 

It appears that insurance companies often had regular tradespeople external to Cape 
Paterson and referred work to them. It has not been possible to establish how significant 
this practice was in protracting the time for repairs and/or to what extent the local 
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tradespeople could have responded to even more demands for their services. However, 
as noted above, “the locals” used their contacts within the trade to expedite repair work 
being done in Cape Paterson. 

8. The Life Saving Clubs  

8.1. The Wonthaggi Life Saving Club (WLSC) 
The hailstorm on the 10th May 2019 did substantial damage to the existing club house 
and patrol building at the Bay Beach foreshore. Flooding arising from blocked drainage 
undermined the concrete boat ramp and steps at the patrol building, which were 
subsequently demolished and removed. The building itself was initially condemned but 
upon further inspection was found to be sound, although needing underpinning. The club 
house also suffered hailstorm and flood damage and, given its age and condition, will 
need to be demolished and replaced. Volunteers have worked tirelessly to bring order to 
the area so that lifesaving duties could be performed in the peak summer months. 

Section 11 of this report outlines the response of the BCSC in relation to the damage to 
the WLSC and its environs and the Project Steering Group that has been established to 
address 

• The temporary arrangements whereby the WLSC can deliver its services  
• The building of a new multi-purpose facility to accommodate the WLSC  

8.2. The Cape Paterson Surf Life Saving Club (CPLSC)     
Despite its relatively exposed position, the new under- construction CPSLSC weathered 
the storm with minimal damage. Work on the building was delayed by the storm and its 
aftermath but not disrupted in the way that impacted on the WLSC. 

9. The Three Camping and Caravan Parks 
The hailstorm blocked downpipes which caused the roof to leak in most rooms of the 
Park Office and manager's residence at Orana Campground, requiring electrical repairs 
which were covered by insurance. While this caused some disruption, the business 
continued to operate on site. Some minor water damage also occurred in the Orana 
amenities block and camp kitchen. 
 
At the Kywong Campground the gravel car park and gravel road were also badly eroded 
and again required significant repairs by the BCSC.  
 
At the Illawong Camping and Caravan ground, two caravans with solid annexes were 
badly damaged by the weight of hail on their roofs, which resulted in structural damage 
to the roofs and internal water damage. Insurance claims of approximately $20,000 each 
were paid out, with one van being written off and removed and the other repaired.  
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There are over 100 caravans in Illawong and numerous other caravans suffered minor 
water damage, but the number and costs are not known. 

10. The Action by BCSC in Relation to Community Assets 

10.1. The Emergency Response on 10 May 2019 
On the day of the event Council work crews responded through mobilisation with other 
emergency services (State Emergency Services and the Country Fire Authority) to assist 
the community with damage caused by the flooding. 

This would be in accordance with the Bass Coast Emergency Management Plan and the 
nature of this work is outlined in Section 4 of the report 

10.2. Post-Emergency Responses  
It was fortunate that there was no damage to the Cape Paterson Community Hall and 
tennis courts. However, there was severe damage to both the Wonthaggi Life Saving Club 
and its environs and the steps to the first surf beach. Maintenance and restoration work 
were carried out on roads, car parks and drains. 

10.3. The WLSC and Environs 
There has been a concerted media campaign and active lobbying by the WSLC, which has 
contributed to it being the focus of the BCSC’s post-emergency response. The BCSC is the 
Crown Land Manager for Bay Beach and the land that the WLSC occupies, with the WLSC 
responsible for the observation building and the club room.  

The Council is responsible for the other community assets: 

• Car park 
• Toilet block 
• Playground  
• BBQ and seating areas 

As of July 2019, the BCSC had provided assistance valued at over $26,920 to allow safe 
access to the WLSC and to rehabilitate the community assets around the WSLC buildings. 

In addition, the BCSC had the concrete slab in front of the observation building removed 
and sand reinstated from the beach to the front of the building. It is understood that this 
cost about $80,000. 

The WLSC has expressed its considerable concern that this restoration has resulted in the 
slope to the beach being too steep for its rescue equipment to be able to access the 
beach from the observation building. 
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10.3.1. The Project Steering Group 
The BCSC, the WLSC, Life Saving Victoria and the State Government are collaborating in 
addressing the damage caused to the Club’s buildings. A steering group has been 
established with two priorities: 

• The temporary arrangements whereby the WLSC can deliver its services over the 
next three summers 

• The reestablishment of a new multi-purpose facility to accommodate the WLSC 
clubroom, main hall and public toilets within the context of the Cape Paterson Bay 
Beach Activity Area Master Plan (2014) 

The CPRRA believes that it should have a representative on the Steering Group, when it 
addresses the second priority. 

10.4. The Stairs to the First Surf Beach 
The stairs were closed following the storm until mid-December 2019. The BCSC 
contracted Roger Bailey & Associates Pty Ltd. to carry out the repairs at a cost of $60,000. 
The works involved underpinning of the undermined bored piers and stabilising the 
eroded embankment 

There has been considerable criticism of the BCSC in relation to the delay in the repair 
work being done. The Council has explained that the delay was due the weather and tide 
conditions (Appendix 13.2). 
 
10.5. Other Responses by the Council 
As of July 2019, the BCSC has carried out the following work in response to the flash 
flooding: 

i. Clearing roadways and pits from hail build-up to allow surface water to enter and 
traffic access 

ii. Repairing paths and car park areas  

iii. Re-sheeting roads 

iv. Re- sheeting car parks  

v.  Assessing drainage and overland flows, which have resulted in maintenance work 
such as: 

• Clearing gutters and drains 
• Rectifying of new natural water causeways  

At the stage of finalizing this report, it had not been possible to establish the costs of this 
work  



30 
 

11. Insurance Issues 

Almost 90% of respondents advised that they had both house and contents insurance. 
The percentage for satisfaction and dissatisfaction was the same at 42%.  

The satisfied residents ranged from those who were completely happy with the service 
from their insurance company and those, who were generally happy but had some 
qualification about one or more aspects of service. 

The dissatisfied residents included those who described their experience as totally 
negative and those who were disappointed by the delays process in obtaining settlement 
and/or repairs. 

The insurance issues that were encountered by the community included: 

i. unclear or disputed reasons why insurance claims were rejected or not met in full 

ii  the consequence of accepting a payout and personally managing the repair work. 
This was onerous for some of the non-resident owners. 

A further issue which was not addressed in the review relates to the adequacy of the 
house and contents coverage to meet costs of replacement or repairs 

The Manager of GIO in Traralgon Heather Missen indicated that the two major factors 
leading to problems in general with claims are where when: 

i.  maintenance has not been carried out, such as the cleaning of gutters and 
downpipes 

ii. Repairs have not been done and/or the repair work has not been done properly or 
according to the requirements. This is referred to as “gradual damage” 

On the issue of accepting pay out Missen also advised that offers should only be accepted 
when  

i.  All of the potential damage has been identified, and/or 

ii. The person has experience or the capacity to project manage the number of 
tradespeople who may be involved in carrying out the repairs. 

Canstar’s publication. “How to Make a Water Damage Insurance Claim” (link and 

summarised in Appendix 13.5) provides useful information for owners with water 

damage. It lists the following as examples of “gradual damage” which will not be covered 

by insurance  

• Mould 
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• Rot or corrosion. 

• Leaking taps or pipes 

• Damage caused by seepage coming in from cracks in the foundation or at the 

exterior of the house 

• Deteriorating roof or roof parts that indicate the need for repair 

• Deteriorating electrical wiring 

• Poor repairs or evidence of a lack of repairs to the home. 

Heather Missen advised that to prevent problems due to “gradual damage” residents 

i.  Need to carry out the necessary maintenance on roofs 

ii. Should in the case of houses over ten years of age have the roof and electrical 
wiring checked regularly by a plumber or electrician and obtain a statement on 
their status.  

“The Bushfire Insurance Guide” is a fact sheet published by the Insurance Law Service, 
that contains a section on Cash Settlement or Repair/Replacement, which provides a 
checklist of all the issues that a resident should consider in making a decision to accept a 
“pay-out” or cash settlement  

A lack of knowledge of the process of making an insurance claim was another issue for 
some residents. This indicated the importance of having a personal emergency 
management plan that includes details on the process of making an insurance claim. 

On this issue a valuable resource is The Insurance Information Institute’s publication 
“Settling Insurance Claims After a Disaster” 

12. The Lessons Arising from the Review 

12.1. The Potential for Future Emergencies 
The severe hailstorm cannot be dismissed as a one in a hundred years event and the 
community and local and state governments cannot dismiss it as something that is 
unlikely to recur. 

The hailstorm was a severe weather event. The Bureau of Meteorology has predicted that 
the frequency of these events is likely to increase in the future and will likely impact on 
private and public infrastructure. 

At the time of writing the report the nation is experiencing unprecedented scale of bush 
fires, with the fire season beginning earlier and finishing later as well as widespread and 
damaging hailstorms. 
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There is a need to ensure that the likelihood of more frequent and more severe disasters 
is recognised in the preparation of: 

• National, State and Municipal Emergency Management Plans 
• Residents Emergency Management Plans 

• Preventative actions by property owners 

This hailstorm had a serious impact on the community that was underestimated by 
government agencies and much of the community for several reasons: 

12.2. Public Sector Response 
Knowledge of damage is currently established through requests for an emergency 
response. The SES for example reacts to calls for assistance. The survey shows that 
damage was far more extensive than originally recognised. Those residents of damaged 
households who did not request emergency assistance included those who were non-
residents, and those confident of undertaking their own response. It remains unknown 
how many isolated and vulnerable people did not receive help. 

One concern relating to the emergency response for the collapse of the first surf stairs 
was the significant period before the security tapes were replaced by more secure 
barriers and people continued to use some of the paths and the stairs to the surf beach. 

The focus of the BCSC is demonstrated in the title of briefing to the 17 July Council 
Meeting’s “H4 Response to May 10, 2019 Flood Event at Bay Beach Cape Paterson and 
the Wonthaggi Life Saving Club.”  

The lack of relief and recovery support appears to relate to the apparent failure of the 
BCSC to notify appropriate departments within the council of the need to communicate 
to Cape Paterson residents and other ratepayers as to where they might find support and 
assistance (p41 MEMP). 

The hailstorm is regarded by some council staff as a freak event unlikely to be repeated. 
(See NOTE). Although the precise circumstances and location of this storm might not be 
repeated for a long time, Cape Paterson is particularly exposed to severe weather as it is 
on a coastal point and subject to high winds.  

In the survey most of the respondents supported developing a household emergency 
plan. Some respondents who had a Fire Emergency Plan noted that their plan did not 
cover an event of this nature. 

The Council is currently undertaking a review of roles and responsibilities in emergency 
response within the context of a shared leadership model for all the contributing 
divisions, departments and teams. The model is being developed through benchmarking 
exemplars from other LGAs and learnings from the Grantville 2019 fires.  
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Findings from this review should inform future roles and responses to incidents and 
content that is relevant should be made public. 

 

12.3. Private sector response 
There was a high level of house and contents insurance coverage with an equal number 
of people describing their experience as satisfactory or unsatisfactory. In dealing with 
insurance issues it was identified that residents need to be aware of the following issues. 

i.  Ensuring that the coverage is enough to cover replacement or repairs 

ii.  Avoiding refusal of claims by carrying out: 

• Necessary maintenance 
• Repairs done according to the requirements 

iii.  The pros and cons of accepting a settlement 

iv.  A knowledge of the insurance procedures 

The protracted period of finalizing insurance claims and of having the repairs completed 
was a significant cause of frustration and stress and impacted on the well-being of many 
of the residents 

12.4. Availability of Tradespeople 
As stated above the protracted period of getting repairs completed related to the 
insurance processes and their favoured contractors, and the high demand on 
tradespeople due to the high level of construction in the Shire and the extent of the 
damage in Cape Paterson.  

NOTE 

[In commenting on the evaluation of the drainage in the briefing to the 17 July Ordinary Meeting of the BCSC 
the briefing stated that: - 

“Victorian practice is to design to 1 in 5 year ARI in residential areas. Engineering practice throughout 
Australia does not cater for storm events over 1 in 100year ARI event. It is generally accepted that storm 
events of this magnitude are infrequent enough not to warrant the significant additional expense required to 
install the corresponding scale of infrastructure. 

 “Upgrade of the drainage network to larger pipes at Bay Beach would be a significant expense due to the very 
large pipe and pit sizing required and it would not guarantee that flooding would not occur again in the 
unlikely event of another storm consistent with what was experienced on May 10 2019” 
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The efforts of the “local tradies” to expedite repair work was widely appreciated. 

12.5. Community Response 
The survey respondents’ primary source of assistance was through neighbours and family. 
who helped with notifying and clean-up. It may be that less “connected” members of the 
community were left to their own devices. Some respondents (22.3%) said no one helped 
them and the reasons for this have not been established through the Survey. 

12.6. Emergency Management Plans 
Only 45 respondents stated that they had an Emergency Management Plan in place, of whom 13 
considered that their plan was useful (in some cases as it was limited to a fire emergency). 

Of those who did not have an emergency plan, two thirds felt it would be prudent to establish one 
for the future, which would cover events of this nature. 

The Emergency Management Plans should include or provide immediate access to the insurance 
procedures and the pros and cons of accepting a settlement. 

12.7. The Impact on Health and Wellbeing 
The impact on the health and well-being of residents ranged from short term or no 
impact, to people still stressed by uncompleted repairs and those fearful of a repeat 
occurrence. 

A significant number of respondents (18.9 %) expressed being stressed due to dealing 
with insurance companies and tradespeople.  A few others expressed anxiety during 
recent storm event.  Many others reported that seven months after the storm things had 
finally returned to normal. 

As roughly two-thirds of the ratepayers are non –permanent residents, conducting 
assessments and repairs was particularly time consuming. As the non-resident’s second 
house, maintenance may not be as high a priority and lead to reduced insurance 
settlements 

The extended closure of the Tavern and the Cape Shop had a negative impact on a third 
of the people, who added a comment to the question on the impact on health and well-
being 

Even after the effort of conducting the survey there is an incomplete understanding of 
the damage to the housing stock in the community. Attempts to get a better 
understanding from the insurance council have been unsuccessful. Also, it is still not 
known if vulnerable people in the community are still living in damaged housing.  
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13. Recommendations 

13.1. THE BCSC REVIEW OF ITS EMERGENCY MANAGEMENT STRUCTURE 

13.1.1 The CPRRA endorses and supports the initiative taken by the BCSC to review its 
emergency management structure and to develop a shared leadership model that 
implements the two components of its Municipal Emergency Management Plan 2019: 

• The Emergency Response 
• The Emergency Relief and Recovery 

13.1. 2 In the development and implementation of the revised model for the emergency 
management structure, the BCSC should consider the comments in Sections 3 and 4 of 
this report regarding the Emergency Response and the Emergency Relief and Recovery 
experience at Cape Paterson. 

13.1.3 As an integral component of this review, BCSC convenes workshops or focus 
groups comprised of representatives from the emergency services, BCSC, Grantville and 
Cape Paterson to consider the following questions in relation to the emergency 
response to the two townships: 

• What worked well in terms of being efficient and effective in the response? 
• What aspects of the response could have been improved? 
• If areas for improvement are identified, how could the improvements be 

achieved? 
• How should the vulnerable persons register be utilized in the Emergency Response 

and the Relief and Recovery phases to make a comprehensive and systematic 
check on the wellbeing of at risk or vulnerable residents. 

• Could the residents of Cape Paterson have facilitated the work of the emergency 
services? If so, in what ways? 

(Appendix 14.5 to the Report provides a detailed scope for the workshop). 

13.1.4 The BCSC facilitates a workshop between representatives of Cape Paterson and 
Grantville to establish: 

• The desired and required Relief and Recovery support 
• The role and actions of the community in the provision of the post emergency 

support and in fostering resilience and recovery in the community 

13.2. At Risk Residents/Vulnerable Persons Register 
 
 13.2.1 As part of the review of its emergency management structure, the BCSC ensures 
that the implementation of its MEMP adheres to State Government’s Vulnerable People 
in Emergencies Policy (2015) in relation to the: 
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• Development and maintenance of the register 
• Availability to the services carrying out the Emergency Response and the 

Emergency Relief and Recovery to check on the wellbeing of vulnerable or at-
risk residents. 

13.3. Community Network 

13.3.1 The CPRRA and a Community Network 
i.  CPRRA Investigates the feasibility of introducing a contact network that covers 

the whole of the Cape Paterson community, with a CPRRA member designated as 
the contact person for a specified section of the township. 

The role of the contact person would include: 

• Fostering two-way communication between the community and the CPRRA 
• Acting as a contact person for people at risk and/or living by themselves in the 

advent of an emergency  
• Enhancing interaction between the residents 

ii.  Implement such a scheme if deemed to be viable. 

13.4. Emergency Plans 

13.4.1. An Emergency Plan Kit: The CPRRA and the BCSC collaborate in the development 
of an Emergency Information Kit or the identification of an appropriate existing kit, 
which can be made available to the residents of the Shire and used in workshops on 
emergency management plans. 
 

It is important that the information kit addresses the issues relating to insurance that are 

identified in Section 11 of CPRRA Report. 
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13.5. Workshops on Emergency Management Planning 

13.5.1 In the advent of the BCSC’s submission for funding to conduct emergency 
management planning workshops is successful, the CPRRA collaborates with the BCSC 
in the provision of a workshop to be conducted in Cape Paterson. 
 
13.6. The Redevelopment of the Wonthaggi Life Saving Club (WLSC) 

13.6.1 A representative of the CPRRA is appointed to the Project Steering Group for the 
re-establishment of a new multi-purpose facility to accommodate the WLSC clubroom, 
main hall and public toilets within the context of the Cape Paterson Bay Beach Activity 
Area Master Plan (2014) 
 
13.7. "Future-Proofing” Buildings for Future Severe Weather Events 

13.7.1 The BCSC recommends (possibly through the Municipal Association of Victoria) 
that the State Government locate or develop design guidelines for exposed coastal 
areas like Cape Paterson in keeping with future risks for new construction and 
renovations/repairs.   
 
This guideline could assist homeowners with advice on (for example) suggested roof 
profiles and treatments that are more resistant to high winds and sudden high rainfall .g. 
minimising steep valley gutters, flat roof profiles, considering “Queensland style gutters) 

• Roof orientation and weatherproofing, skylights 
• Low cost treatments for current structures (e.g. screwing in corrugated roofing). 

As the impact of a weather event does not usually spread from house to house – the 
guidelines should not be binding like the bushfire attack level requirements (where a 
high-risk house may spread fire to other dwellings). 
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14.1. APPENDIX 1: SUMMARY OF THE ANALYSIS ON THE COMMENTS ON 
QUESTIONS, 6, 8, 9 AND 13 

1. Question 6: The Reason for Displacement 

25 written responses were analysed 

 
1. Reason for Displacement 

 
Number 

 
% 

Delay due to Insurance Issues 13 52% 
Delay due to the extent and/or the nature of the damage 9 36% 
Reason for delay not stated 3 12% 
TOTAL 25 100% 
 

 
2. Repairs Not Completed as of 31 December 2019* 

Number % 

 6 24% 
 

2. Question 8: Experience and/or Satisfaction with Insurance Company 

103 written responses were analysed  

1. SATISFACTION Number of 
Comments 

Percentage of 
103 Comments 

General Satisfaction 38 36.89 
Satisfaction but with a qualification 5 4.85 
TOTAL 43 41.74 
 

2. GOOD INITIAL RESPONSE FOLLOWED BY 
PROBLEMS 
 

Number of 
Comments 

Percentage of 
103 Comments 

Initial Response Good But Slow Repairs                                                       5 4.85 
Initial Response Good But Slow Settlement 4 3.88 
TOTAL 9 8.73 
 

3. DISATISFACTION 
 

Number of 
Comments 

Percentage of 
103 Comments 

General Dissatisfaction 16 15.53 
Dissatisfaction Due to Slow Response And Action 
Resulting In Increased Damage                                                                                                                       

4 3.88 

Dissatisfaction Due to the Protracted Process                                    11 10.68 
TOTAL 31 30.09 
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4. CLAIM REFUSED Number of 
Comments 

Percentage of 
103 Comments 

Refused 3 2.91 
Refused but Successful Appeal 1 0.97 
TOTAL 4 3.88 
 

5. NO CLAIM Number of 
Comments 

Percentage of 
103 Comments 

Did Not Claim / Minor Damage                                                                 16 15.53 
   
6. PROBLEMS WITH UNSATISFACTORY REPAIRS                                                    Number of 

Comments 
Percentage of 

103 Comments 
Original Repairs Unsatisfactory 1 0.97 
 

3. Question 9: The Provision of Support Other than SES or CFA.  

55 written responses were analysed  

SUPPORT BY NEIGHBOUR  
Neighbour only  32.08% 
Neighbour and family 5.66% 
Neighbour and friends 3.77% 
TOTAL  41.51% 
 

FAMILY SUPPORT  
Family only  11.32% 
Family and neighbour  5.66% 
Family and friends 1.89% 
TOTAL  19.27% 
 

NO SUPPORT 22.64% 
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4. Question 13: The Effect on Health and Wellbeing. 

82 written responses were analysed 

THE NATURE OF THE IMPACT 
 

NUMBER % 

 
1. Stress Relating To Problems With Insurance and/or 
Repairs 
 

 
15 

 
18.29 

 
2. General Stress and Impact on Wellbeing 
 

 
16 

 
19.51 

 
3. Ongoing Concern for Future 
 

 
4 

 
4.88 

 
4. Inconvenience at loss of Accommodation  
 

 
3 

 
3.66 

 
5. Loss Of Access To The Beach 
 

 
3 

 
3.66 

 
6. Loss of Access to the Tavern and Shops.  
 

 
21 

 
25.61 

 
7. Impact on Business 
 

 
1 

 
1.22 

 
8. Problem of being a Non-Permanent Resident or 
Overseas at the Time 
 

 
5 

 
6.10 

 
9. Concerns over BCSC Infrastructure and/or Lack of 
Action  
 

 
5 

 
6.10 

 
10. No Major Impact on Wellbeing/Short Term Only Stress  
 

 
9 

 
10.98 

 
TOTAL 

 
82 

 

 

 

 



41 
 

APPENDIX 2: CASE STUDIES 

 

Case Study 1 Dorothy and Joanne 

The storm in April 2019 (ed: May) was quite freakish in the amount of damage it did to Cape 
Paterson but in all the years I personally have lived in Cape, this is not an isolated experience, over 
the nearly 40 years we have lived here we have gotten used to the unpredictable weather 
patterns that occur in Cape Paterson.  

Eight years ago, in 2012 a storm took out our carport, storms previous to this have been as 
destructive the difference with April’s storm was the fact that what hit us was an unprecedented 
amount of frozen water that backed up in our gutters and then under our roofs. The older houses 
that have some if not all of their roofs flat were the ones where the water damage was worse, 
although those that did not have regular maintenance done to them also from talking to builders 
were completely devastated. 

Our house has one section of flat roof which is where 80% of the damage occurred, the thing that 
saved us from having issues with our insurance company is that in 2018 our roofer suggested 
replacing and re-roofing that section of our roof which we did. The insurance assessors noted that 
and as we had kept up with repairing pre-existing faults with the exception of one fault of which 
we were unawares the insurers made no arguments with our claim.  

The damage to our house was in the sleeping areas and our front entry. The water poured in 
through light fittings, the insurance company we are with had an electrician up to our house 
within three hours and he disconnected and made secure the effected lights. The next day the 
assessor arrived and we were made completely aware of what was wet and what required drying, 
which was attended to, we were made aware very quickly what would be happening and of what 
was the probable in response times, these times blew out which we expected they would. We 
were happy to stay in our house whilst the repairs were being made but the insurers contractors 
had other ideas. 

From April to July we stayed in our damaged house during this time black mould appeared on the 
interior walls of the house and finally after a number of phone calls the insurers gave us a start 
date.  Our insurers let us know they were hunting for accommodation for us, their primary focus 
was that we continued with life in fully functioning accommodation where we could cook for 
ourselves and wash clothing etc. They were not prepared for us to have less than that, so they 
began searching on our behalf.  

The storm hit in April we were moved out for 20 days from July 1, that was until they found the 
one pre-existing maintenance fault.  Our one complaint about this was, if the sub-contractor who 
was doing the mould remediation, drying out the timbers of the house mentioned this when he 
found it in early July, we could have had this repair fixed almost immediately after he had finished 
the remediation.  He did not which put us on the back foot trying to find a qualified builder to 
replace 3 sheets of cement sheeting on our exterior wall, as we were not permitted to use a 
handyman this was an almost impossible task. There are not many builders who will do such a 
small job and as most of the local tradies were fully booked out it took some time to find 
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someone willing to help. Thankfully for us a neighbour agreed and did the job for us which got us 
back on track with the contractors. It then took a lot of re-scheduling to get things on the go and a 
great many phone calls, respectful phone calls.  

I found that if I was polite and respected the people I was talking too, gave them information that 
they as "out of towners" would not have, the co-operation levels increased.  When they looked 
for accommodation I had already put feelers out to a B&B close by letting them know what the 
insurers were looking to pay and asking if they would be happy for the extra income over the next 
approximately four months would they be interested at a lower rate to let us stay. They were and 
the insurers and B&B operators came to a deal of which we were not party to and we had a house 
to stay in for the time we needed. Of course, things did not go to plan and we were out of our 
home until about 7 days before Christmas. The B&B owners were very accommodating and were 
happy to extend our stay. 

Our one disappointment perhaps is small but I think necessary to mention, we have lived here a 
long time and as country people we have always watched out for our neighbours’ properties 
maybe that comes from the early days out here in Cape where everyone knew each other and 
kept a watch for each other. Over the past ten to fifteen years we have watched the disconnect as 
more people moved in and we became less of a hamlet and more of a sea change town. I was at 
work and could not make it home to help my elderly mother, I had to call family off a job to go 
and check on her. It took them over half an hour to get from the bottom of Seward drive to the 
top of the rise as they kept pulling vehicles out of the deep edges off the side of the road all the 
while my mother was struggling with the amount of water pouring into our home.  

We all had issues with our properties but the thing that disappointed me and I too am guilty of 
this is as well is that in our street no one came to check to see how my mother was coping. There 
are three elderly women in our street and I don’t think anyone checked on any of them. When I 
got home even I forgot about the other two ladies, I talked to my neighbours but didn’t 
remember the other two ladies for which I am heartily ashamed of myself. If I were suggesting 
anything at all it would be know your neighbours, be aware of who is vulnerable in your street 
and check on them in an emergency. You can take 10 minutes out and make sure they are okay, 
that someone has been contacted to help, you can do this much. For the Shire – please develop 
an emergency response plan, there are groups out in the community like the VCC Emergency 
Response team who can be contacted to do a door to door and check if everyone is okay.  

Two years ago, we were told to leave Cape because of a fire, my mother well into her eighties 
went door knocking up and down the street to make sure everyone knew, this is a fine example of 
what a community should do. We were overwhelmed by the generous offers of accommodation; 
we were offered so many homes to move into by locals and people who owned holiday homes 
some of these people did not know us which made us all the more overwhelmed at their 
generosity. We feel very blessed to have the neighbours we have and would not change a one of 
them.  

We will have more storms that’s life, you cannot bomb proof life but you can learn from the 
experiences you go through. What doesn’t rot, rusts out here, constant maintenance is the price 
you pay for living in this wonderful place. That aside perhaps what is most important to 
remember is we are a community, there are vulnerable people in this community it costs very 
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little to show interest in your neighbours to make sure they are okay. So, time maybe to become a 
hamlet again, get to know your neighbours and you may be just as surprised as we, at just how 
special and passionate the people are who live here! 

CASE STUDY 2: SUE EDWARD’S EXPERIENCE 

Sue lives alone in a two-storey home with considerable charm and character and was at home 
upstairs by her -self when the hailstorm hit. Sue was soon confronted with water pouring from 
the ceiling, through the skylight and cascading down from the window in the lounge. 

The immediate reaction was to “save” the newly installed kitchen from the deluge. Sue remained 
upstairs until, when the storm passed her neighbours called to check on the situation and her 
wellbeing. Descending the stairs to let them in, Sue found that every room was inundated by a 
foot deep “sea of water and mud.”  The stormwater drains and pits in the street had become 
blocked by the hail forcing the water from the house’s drainage to backflow into the ground floor. 

Sue contacted her insurance company immediately and it had an inspector at the house that 
afternoon and a clean-up team arrived on the Saturday morning. The team cleared the downstairs 
flood, stacked the furniture on blocks and set up a battery of dryers. 

Sue initially declined the insurance company’s recommendation for her to be accommodated at 
the RACV Club. However, she did experience some doubts on the decision, when the power went 
off for three hours on the Saturday evening. Evidently this was due to ice on the power lines. 

The prospect of living with the dryers operating 24 hours a day for four weeks was the clincher, so 
Sue did move into the RACV Club for 5 weeks. Reluctant to wait the months until the repairs and 
restorations were complete, Sue opted to return home, which had been “made safe” and all the 
plaster removed to get rid of the moisture.  

The nominated building company arrived to carry out the repairs, but having observed their 
approach to the task, Sue decided that “They were not for me!” A settlement was then negotiated 
with the insurance company. Whereas as the project managing of the repairs was an onerous task 
for many residents, it was a “piece of cake” for Sue. Having recently managed extensive 
restorations, Sue had the experience and skills and had built up a great working relationship with 
“her team of tradies.” The tradies expedited the commencement of the structural repairs that 
would take several weeks, during which Sue would cope by moving up or downstairs depending 
where the work was occurring. 

However, that was only part of the story, the prior renovations to the house had included a major 
job in the restoration and sealing of the ‘prize slate floor’ downstairs by a “real craftsman. “The 
water seeping under the slab had caused “effervescence” or the build-up of calcium on the slate. 

The team sent by the insurance company did not inspire any confidence, so Sue again negotiated 
a settlement for the return of “the craftsman.” As this would involve a six week process, with the 
use of chemicals that will require Sue to vacate her home while the work is carried out. Sue 
cannot contemplate the thought of that at present. 



44 
 

While the $100,000 of damage to her home was a cause of distress, Sue has remained positive 
and determined to make the most out of the “disaster.” By project managing the repairs and 
restoration work, Sue has been able to incorporate protective changes, such as the woodwork 
being replaced by hard wood and installing “over size drains and pits” to guard against future 
emergencies such as happened on 10 May 2019. 
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APPENDIX 3: MEDIA 
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14.5. APPENDIX 5: PROPOSED WORKSHOP (To be reviewed) 

SCOPE OF WORKSHOP: Focus on households and private infrastructure e.g. shops. 

OBJECTIVE: To inform and prepare the community for future severe weather events by 
understanding the roles of emergency services, council, other agencies and the individual 
householder.  
Activities by the Emergency Services and Council 

• How were the emergency services and Council made aware of the hailstorm? 
• Is the severity assessed? Is that assessment confirmed or reviewed? 
• What was the areal extent of the damage to housing in Cape Paterson and 

surrounds? 
• What was done immediately after the event and by whom (emergency services 

and council staff)  
• What was done by way of follow-up and by whom? 

-identification and assessment of any vulnerable people 
- any follow-up visits (as part of role or more informal) 

Learning/Analysis from Hailstorm- interagency communication, communication with 
residents, prioritising, etc. 

• What worked well. 
• What could be improved; what gaps in response or knowledge were there? 
• What recommendations do you have for response to future events? 

Preparation for severe weather events (e.g. windstorms, severe hail, rain/flooding 
events). 

• Household emergency plan (beyond fire; e.g. what to do if the roof is damaged, 
who to call first)  

• Maintenance recommendations 
• Actions immediately before a severe event (if known) 
• Recommendations for renovations and new builds (e.g. roof profiles, gutters) 
• Advice for residents and non- residents (e.g. storm-proofing the house and 

property in advance of a potential event and in absence) 
• How can we help the more vulnerable in the community? 

Communicating /engaging households 
• Suggestions (e.g. website, contacts annually with the bin schedule, fridge magnet, 

CFA style brochure with worksheet?) 
• Information session? 
• Link in with neighbourhood watch style  
• Reaching people who have limited mobility, its skills/access. 

Proposed attendees: 
CPPRA reps, relevant council staff, Vic Police, CFA, SES, +/- builder, insurance rep,+ 
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