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The Hon Diane Beamer, MP
Minister for Fair Trading
Minister for Western Sydney
Minister Assisting the Minister for Commerce
Parliament House Sydney

Dear Ms Beamer

I am pleased to present the Annual Report of the
Rental Bond Board for the year ending 30 June
2005. The Report has been prepared for
presentation to the Parliament of NSW in
accordance with the requirements of the Annual
Reports (Statutory Bodies) Act 1984 and fulfils the
statutory reporting requirements set out in the
Landlord and Tenant (Rental Bonds) Act 1977.

Lyn Baker
Acting Commissioner for Fair Trading
Acting Chairperson, Rental Bond Board
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The Rental Bond Board is a statutory body
established in 1977 to act as an independent and
impartial custodian of rental bonds on private
residential tenancies in New South Wales. The
powers and functions of the Board are set out
in the Landlord and Tenant (Rental Bonds) Act 1977
and its associated regulation.

Prior to the establishment of the Board,
landlords in New South Wales held rental
bonds in trust. The Act was introduced to
address concerns that tenants often had
difficulties in contesting the refund of their
bond at the end of the tenancy. The Board
provides a fair and equitable system in which
tenants and landlords have equal access to
claiming the bond. Any dispute over the
payment of bond money can be resolved
effectively and cheaply through the Consumer,
Trader and Tenancy Tribunal. Meanwhile the
Board retains custody pending resolution of
the matter.

The NSW Rental Bond Board is believed to
have been the first government agency in the
world to undertake this custodial function and
the Board has subsequently been used as the
model for the establishment of rental bond
authorities in all States of Australia, the ACT
and New Zealand.

In performing its role, the Board is subject to
the control and direction of the Minister for
Fair Trading.

The Board is a self-funding corporation -
deriving its income from the investment of
rental bond trust funds and from retained
earnings prior to distribution.

Although the Board is a statutory authority in
its own right, the Act allows it to employ the
facilities or services of any government
authority to perform its functions. The Office
of Fair Trading has performed this role for the
past nine years - undertaking the rental bond
custody, lodgement and refund functions, as
well as providing tenancy and bond
information to customers. The Office also
provides policy and legislative support while
the Department of Commerce provides
financial administration, corporate and general
business support.

Statistics concerning the Board’s activities are
closely linked to population growth. It should
come as no surprise that the number of bonds
held in custody and their cumulative value
were once again at record levels. I congratulate
and thank all the Office of Fair Trading and
Department of Commerce staff who have
continued to assist the Board to effectively and
efficiently deliver this vital service to the
people of New South Wales.

Lyn Baker
Acting Commissioner for Fair Trading
Acting Chairperson, Rental Bond Board

Chairperson’s
Report



2

Rental Bond Board - Annual Report 2004-2005

About this Report
In 2002 - 2003, the Department of Commerce
was established by the New South Wales
Government.

Fair Trading was renamed as the Office of Fair
Trading and was incorporated within that
broader agency, while retaining its original role
and responsibilities to the people of NSW.

As a part of the Department, the Office of Fair
Trading does not produce a separate annual
report.

A review of the Rental Bond Board’s
constitution, rental bond custodial
operations, funded activities and the financial
statements are provided in this Rental Bond
Board Annual Report 2004-2005.

Information on the management, human
resources, business support and financial
administration of the Office of Fair Trading’s
activities is therefore found in the NSW
Department of Commerce Annual Report
2004-2005.

Service arrangements with the Office of Fair Trading

Commissioner for Fair Trading
Chairperson, Rental Bond Board

Minister for Fair Trading

Operations Policy &
Strategy

Home
Building
Service

Fair
Trading

Services

Director
Property

& Licensing

• Business Registration
• Business & Property

Services Licensing

Rental Bond Board functions are
provided through the Renting Services
Branch

Director
Customer
Services

Director
Fair Trading
Information

Center

• Renting Services

Assistant
Commissioner

Customer &
Property Services
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Highlights

Board membership

The Board is comprised of the Commissioner
for Fair Trading as Chairperson, representatives
of the Director-General of the Department of
Housing and the Secretary of the Treasury and
two persons with experience in real estate or
tenancy matters appointed by the Minister for
Fair Trading.

The Board is responsible for providing advice
to the Minister, defining policy, considering
applications for funding and monitoring and
reviewing the performance of investments and
funded programs. The Board is required to
meet at least once each quarter.

• Record number (598,008) and value ($608.8
million) of rental bonds held in custody by
the Board at 30 June 2005.

• $3.4 million in core service funds provided
for the Tenants Advice and Advocacy Program
(TAAP), which is 50% funded by the Board.
Additional grants made available through the
TAAP Special Purpose Fund.

• Significant growth in claims for refund of
rental bonds and rental bond enquiries
submitted via the Rental Bond Internet
Service (RBIS) - the online rental bond self-
service channel for real estate property
managers.

Rental Bond Board Members Term of appointment Meetings attended
•David O’Connor, Commissioner Ex  officio 2 meetings

for Fair Trading – Chairperson
• Deputy: Mr Rod Stowe 1 meeting

Assistant Commissioner, Policy & Strategy
• Deputy: Ms Susan Dixon 3 meetings

Director, Consumer Protection & Community Access
•Director-General Ex  officio

Department of Housing
• Deputy:  Ms Maura Boland 1 meeting

Director, Centre for Affordable Housing
• Deputy: Ms Helen O’Loughlin 3 meetings

Acting Director, Centre for Affordable Housing
•Secretary, NSW Treasury Ex  officio

• Deputy: Mr Brian Waddington
Principal Financial Analyst 5 meetings

•Ms Michelle Jones Ministerial appointment 6 meetings
Tenants’ Union of NSW (20/07/04 – 30/06/05)

•Ms Sandra McGee Ministerial appointment 5 meetings
Real Estate Institute of NSW  (20/07/04 – 30/06/05)
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The Board’s functions contribute to the strategic priority of a fair residential tenancy marketplace
for NSW.  This is supported by two high-level community-impact objectives which flow from
the functions of the Board as set out under statute.
• Community access to an independent rental bond custodial service.

• Community access to residential tenancy information and consumer help.
To address the first of these objectives the Board funds the Office of Fair Trading to provide the
administrative arrangements to operate an independent bond lodgement, custodial and refund
service, along with an investment function to manage rental bond trust funds and retained
earnings. The Board’s strategy to address the second objective is twofold. It funds the Office of
Fair Trading to provide residential tenancy customers with accurate tenancy information. With the
Office of Fair Trading, the Board also jointly funds community based advice and advocacy services
for disadvantaged tenants as well as tenancy dispute resolution services provided through the
Consumer, Trader and Tenancy Tribunal (CTTT). The CTTT is an independent statutory body
and performance data relevant to its operations appears in its own separate annual report.

Planning
Framework

* Function and manner of delivery is an
explicit statutory requirement.

** Relevant services provided as part of OFT’s overall services.
Results are monitored for services as a whole. Bond and Tenancy
services comprise approximately 20% of the survey samples.

Community-level
objective/result

Community-level
indicator

Service-level
objective/result

Service-level
measure

Strategic priority Contribute to Fair Marketplace in area of residential tenancy

Provision of efficient
bond lodgement and

refund service

• % bond lodgements receipted
and banked on day
received

• % bonds refunded within
published service standards

Bond investment
managed to maximise
returns and in accord

with government
requirements

•  investment returns match
(M) or exceed (E) NSW
Treasury investment
benchmark

• unqualified financial
statements

Community able to access
independent custodial function

for rental bonds*

• Ability of both tenants and landlords to access rental
bond monies at conclusion of tenancies

Provision of
accurate information

to public

• % accuracy of information
provided

• % customers satisfied with
services

• % enquiries responded to
within published service
standards

Provision of
effective consumer help

to public

Help is provided to the public in
tenancy matters through a range
of RBB-funded services provided
by community based advice and
advocacy services for
disadvantaged tenants.  OFT
receives operational reports from
these services, and will continue
to examine potential outcome-
based indicators, in consultation
with the services.

Community able to access
information and consumer help
in area of residential tenancy **

•% public who know where to get help
•Community take-up rate: average number of services

requested per 1000 people in NSW
•ATSI/NESB take-up rate compared to population

representation

Results not in OFT direct control

Results over which OFT has higher degree of control
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One of the services provided to the Rental
Bond Board by the Office of Fair Trading is
legislative review and development. During

the year two relevant legislative issues were
progressed.

Residential tenancies
law reform

Approval was given to release an Options Paper
on Residential Tenancy Law Reform. This
incorporates a review of the Residential Tenancies
Act 1987 and the Landlord and Tenant (Rental
Bonds) Act 1977. Issues canvassed in the options
paper include:
• what arrangements the laws should cover
• streamlining the eviction process associated

with rental arrears
• the level of security of rented premises
• ways to settle disputes between co-tenants
• possible reforms which may encourage

longer-term leases.

Consultation on the Options Paper will be
conducted in the second half of 2005.

Tenant databases

While not a direct Rental Bond Board
responsibility, tenancy databases are
nonetheless a significant issue facing tenants,
landlords and agents.

Many real estate agents are not willing to rent
residential property to anyone who is listed on
a tenant database. As a result, many tenants are
“blacklisted” - they are excluded from the
private rental market and may even face
homelessness.

Legislative developmentsLegislative developmentsLegislative developmentsLegislative developmentsLegislative developments The Property, Stock and Business Agents Amendment
(Tenant Databases) Regulation 2004 commenced on
15 September 2004. The Regulation addresses
difficulties that arise for tenants when they find
that they are listed, often unwittingly, on a
database and responds generally to growing
community concern about unfair treatment of
NSW tenants in relation to the use of tenant
databases.

The Regulation sets legally enforceable rules
that target the focus of consumer complaints
about tenant databases - lack of knowledge of a
listing, the accuracy of the listed information
and the duration of the listing. By preventing
listings for trivial or subjective reasons, the
rules will ensure that tenant databases operate
more fairly towards tenants. Overall, tenants in
NSW will know of their agent’s use of
databases and the circumstances under which a
listing may occur; be able to contest listings;
and be certain about the period of time for
which any listing may remain on a database.

Agent failure to observe rules of conduct is an
offence and penalties of up to $4,400 for
corporations and $2,200 for individuals and
partnerships apply.
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11111
Community able to access independentCommunity able to access independentCommunity able to access independentCommunity able to access independentCommunity able to access independent
custodial function for rental bondscustodial function for rental bondscustodial function for rental bondscustodial function for rental bondscustodial function for rental bonds
This is the first of two high-level community-impact objectives that
contribute to the strategic priority of a fair marketplace in the area of
residential tenancy.  A rental bond is money paid by the tenant as security
for the landlord against breaches of the tenancy agreement, and is
intended to be refunded to the tenant at the end of the tenancy unless
there is rent owing or damage to the property.  The existence of
arrangements to hold bond monies at arm’s length from both parties
ensures tenants can be certain their bond is available for refund, while
allowing landlords to recover funds where appropriate.

Context:

Agency PAgency PAgency PAgency PAgency Performanceerformanceerformanceerformanceerformance
• Provision of efficient bond lodgement and refund service
• Rental bond investment managed to maximise returns and in

accord with government requirements

The Rental Bond Board supports the high-level community objective of an independent custodial
function with the two service-level objectives shown above.  The independent custodial function
requires arrangements to accept and invest bond monies paid by tenants, and refund them at the
end of a tenancy.  The lodgement/refund service is provided by the Office of Fair Trading. Rental
bonds are invested primarily in fixed interest securities with a proportion in cash. The Board has
discretion on investment management and currently outsources this function to the NSW
Treasury Corporation (TCorp), where the majority of funds are directly managed in a fixed
interest portfolio (the Rental Bond Board Facility). The balance is held in TCorp’s Cash Facility.
Key indicators relate to: prompt refunds (an important aspect of quality customer service),
prompt banking (this affects the interest earned, impacting both customers and funds
management), return on investment and the achievement of unqualified financial statements.

Service delivery objectives/results 01-02 02-03 03-04  04-05 Target

Result: Provision of efficient rental bond lodgement and
refund service

Measures: • % rental bond lodgements receipted and banked on day received 97% 96% 98% 98% 95%
• % rental bonds refunded within published service standards 98% 98% 98% 98% 98%

Result: Investments managed to maximise returns and in
accord with government requirements

Measures: • RBB investment returns match (M) or exceed(E) M E M ΕΕΕΕΕ ≥≥≥≥≥ M
industry benchmark*

• Financial statements unqualified (U) qualified (Q) U U U U U

* Performance is shown for the primary Rental Bond Board Facility, which was
introduced in the 2001-2002 financial year. TCorp’s investment management
performance is measured against the standard investment industry benchmark
for returns on similar investment products. The benchmark would apply
regardless of what organisation might perform this function for the Board.

Community-level objective one
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Rental bond custody
By 30 June 2005 the Board held 598,008 rental
bonds in trust. These were valued at $608.8
million and on average amounted to $1,015 for
each rental bond.

During the year, 290,777 new rental bonds were
lodged with the Board - a decrease of just on
2.0% over the previous financial year. By
contrast, the number of bonds refunded

declined by 0.6% to 269,792. These variations
resulted in a 3.6% increase in the total number
of bonds held in trust. The increase in bonds held is
even more pronounced when the two year period
2003-2005 is considered - being 8.2%.

 Interest accrues on bonds held by the Board
and is paid to customers with their bond
refund. Interest is credited to the bond amount
each month - based on the minimum balance

Community level statisticsCommunity level statisticsCommunity level statisticsCommunity level statisticsCommunity level statistics
01-02 02-03 03-04 04-05 Projection

Outcome: Community able to access independent
custodial function for rental bonds

Indicator: Ability of tenants and landlords to access rental bond
monies at conclusion of tenancies - demonstrated by:
• % full refund to tenants 42% 42% 43% 44% 40-45%
• % part refund to both parties 43% 44% 44% 44% 40-45%
• % full refund to landlord/agent 15% 14% 13% 12% 12-17%

A rental bond is an amount of money paid by a
tenant as a form of security for the landlord
against any future breaches of the tenancy
agreement. At the conclusion of the tenancy,
tenants are entitled to a refund of the bond
(with interest) unless there is unpaid rent or
damage to the property. A key role of the Rental
Bond Board is to provide an independent,
impartial custodial function, so that both tenant
and landlord can access the monies as
appropriate. This indicator shows that both
tenants and landlords are succeeding in
accessing bond monies, with tenants
historically receiving full or part refunds in

well over 80% of cases, and landlords accessing
the full bond in around 15% of cases. The size
of the proportional split between parties –
which may  be expected to fluctuate slightly
over time with the circumstances of individual
tenancies - is less important than the fact that
the split exists. In many cases, tenants and
landlords are able to agree on how the bond
should be distributed, but in disputed cases the
CTTT resolves the matter. The independence
of the custodial function ensures the money is
then available to be refunded to either party,
which might not be the case if monies were not
held at arm’s length from both.

Note: because the percentage split reflects the circumstance of individual tenancies, it is not appropriate to set a target. However
full and part refunds to tenants/landlords tend to fluctuate within a narrow bandwidth, and the projections reflect this.

Rental bonds held

The Board held 598,008 rental bonds on private residential tenancies
at 30 June 2005. There has been a steady growth in the total number
of rented properties over the past few years.
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held during the month. The interest is
compounded each June and December.
The rate of interest payable on rental bonds is
prescribed in clause 10 of the Landlord and
Tenant (Rental Bonds) Regulation, 2003 and is
equivalent to the rate payable by the
Commonwealth Bank of Australia on a
Streamline Account balance of $1000.00.

Rental statistical
information

Of the more than 2.4 million households in
New South Wales at 30 June 2001, figures from
the Australian Bureau of Statistics (Australian
Social Trends - Housing) showed that 21.4%
lived in private rental accommodation.

The requirement for landlords in NSW to
lodge all residential rental bonds with the
Board provides an excellent opportunity for
the collection of accurate statistical
information on the private rental market.

This has the advantage of providing the real
estate industry and the public with
comprehensive rental information to replace
any anecdotal opinion which may circulate
regarding the market.

The Rental Bond Lodgement form includes a
statistical section requesting information on:

• dwelling type
• number of bedrooms
• weekly rent
• date the tenancy commenced
• date the previous tenancy of the dwelling

ended.

Although the information is voluntary, there is
a high rate of completion. The question on
weekly rent is answered by landlords or their
agents in about 95% of lodgements. The
collected rental data is collated and analysed,
under agreement, by the Housing Market
Analysis and Research section of the NSW
Department of Housing.  This information is
available to the public in summary form in the
Rent & Sales Report on the Housing website:
www.housing.nsw.gov.au.

It should be noted that in accordance with
NSW privacy legislation, no information on
individual rental bonds or tenancies or
individual rented premises is released to
members of the public who are not a party to
the rental bond.

In the 2004-2005 financial year 88% of
metropolitan bonds and 87% of outer
metropolitan and regional bonds were managed
by professional real estate agents or self-
managing landlords owning 10 or more rental
properties.  This level of professional
management has remained fairly constant over
the years of the Board’s operation.

Rental Bond Lodgements

During the year, 290,777 new rental bond
lodgements and 6,502 additional bonds (where
a bond is paid by instalments) were received by
the Board.

This represented an average of 1,184 lodgement
forms processed by staff each day. As in
previous years, the vast majority of bond
lodgements, together with their accompanying

Value of bonds held

The Board now holds a record $608.8 million in rental bonds.
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cheque or money order, were received by post.
The total value of bonds receipted was $328.9
million.  98% of all bond lodgements were
receipted and banked the day they were
received.

The Board received 62 enquiries regarding
non-lodgement of rental bonds in 2004-2005.
This represented just 0.02% of the total number
of bonds lodged during the year -
demonstrating a very high level of compliance
by landlords with rental bond legislation.

Rental Bond Refunds

269,792 rental bonds were refunded during
2004-2005. This occurred through 386,923
individual payments and represented 0.6 %
fewer refunds than the previous year. Refund
payments totalled $290.4 million.

2004-2005 saw a continuation in the long-term
trend toward a preference for electronic
service delivery by our customers, with a
corresponding decline in postal and face-to-
face services. Most bond refund claims from
real estate agents, landlords and tenants were
received by facsimile.

The Rental Bond Internet Service (RBIS)
continued to grow in popularity with 17,766
claims being submitted by real estate property
managers in 2004-2005 - an increase of 18% over
the previous year.

As a percentage of all refunds, RBIS claims
increased from 5.5% in 2003-2004 to 6.5% in
2004-2005. Of these, 86% were refunded
automatically (i.e. without any additional back-
office data entry). The remaining 14% were
paid after a subsequent claim for refund form
was signed by the tenant, agreeing to the
landlord’s requested deduction.

Daily average bond lodgements per month

The sharp peak in February-March represents the high turnover of
tenancies at the beginning of the academic year.
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Bond refunds paid to tenants
and landlords in 2004 - 2005

Part payment to

both parties 44%

Full refund

to landlord

or agent 12%

Full refund to

tenant 44%

2004-2005 Rental Bond processing against published Guarantee of Service standards
Target Result

% agreed direct deposit refunds banked within two working days: 98% 98%
% agreed mail refund cheques posted within four working days: 98% 99%
% Notice of Claim issued to one party - paid within twenty working days: 97% 98%
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The proportion of customers requesting a
direct credit of their bond refund into their
bank or credit union account also continued to
increase, up from 42.5% in 2003-2004 to 46.8%
this year.  By contrast, the number of bonds
refunded over the counter continued to
decline. In 2004-2005, only 2.7% of customers
sought a refund in person, down from 3.2% in
2003-2004, 3.8% in 2002-2003, 4.3% in 2001-2002
and 7% in 2000-2001.

Claims for rental bond refunds are classified
into two main categories through Section 11 of
the Landlord and Tenant (Rental Bonds) Act, 1977:

• Agreed claims where both parties have
indicated their acceptance of the amount/s to
be refunded to each party, and

• ‘Notice’ claims where one of the parties has
not given consent to the refund and a
statutory Notice of Claim is issued allowing
them 14 days to apply to the Consumer,
Trader and Tenancy Tribunal if they wish to
dispute the claim.

During 2004-2005, 71.9% of all refunds were
agreed by the parties while in 25.3% of cases a
Notice was issued but no dispute proceeded
with.  2.3% of the year’s bond refunds were the
result of an order by the Tribunal following a
dispute over the bond refund with a further
0.4% refunded after a Tribunal application was
withdrawn prior to hearing.

Over the year, $18,510 was written off against
income as a result of irrecoverable fraud and
incorrect processing of refunds. As a
percentage, the amount written off represented
0.006% of the total amount of $290.4 million
refunded during the year.

Information services

Fair Trading continued to provide the Board
with a responsive rental bond and tenancy
information service for customers during 2004-
2005.

198,274 telephone inquiries on rental bonds
were answered by Fair Trading staff during
2004-2005, a decline of 7.6 % over the previous
year. This represented a daily average of 790
calls.  89.6% of all incoming calls were
answered and for these callers the average
waiting time was less than a minute.

The decrease in call volumes is almost
certainly a consequence of the growing number
of real estate agents choosing to access
convenient information on the status of their
tenants’ bonds via the Rental Bond Internet
Service (RBIS).

Property managers used the Rental Bond
Internet Service (RBIS) to make 89,626
individual bond inquiries - an increase of 28%
over 2003-2004.

Rental Bond Internet Service

The Rental Bond Internet Service (RBIS) was
introduced by the Office of Fair Trading in July
2000, as a new service channel specifically
designed to meet the changing needs and business
practices of residential rental property managers.

This reflects the fact that about 88% of all rental
bonds lodged with the Board in 2004-2005
were submitted by real estate agents, or by self-
managing landlords owning 10 or more rental
properties.

Daily average bond claims per month
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RBIS provides direct access to detailed
information, claim for refund and reporting
facilities on rental bonds, through the
convenience of the Internet -  24 hours a day, 7
days a week.

RBIS is a highly secure system which
incorporates the latest encryption technology,
allowing property managers to access only
those rental bond records for tenancies
managed by their agency.

Using RBIS, property managers can authorise
the payment of rental bond monies to their
tenants by interfacing directly with Fair
Trading’s core rental bond business systems.

The real estate industry continued to provide
strong support for RBIS during 2004-2005,
with over 1,050 agencies connected to the
Service by 30 June 2005.

With an increase of over 8% in the number of
rental bonds held by the Board in the last two
years, RBIS has proven itself a cost-effective
self-service delivery channel which has enabled
us to manage increasing transaction volumes
within current staffing levels.

The proportion of claims submitted via RBIS
increased by 18% this year when compared
with 2003-2004. Property managers used the
system to make 89,626 bond inquiries and
access a range of financial reports on rental
bonds managed by their agencies.

Business Systems

The specialised computer hardware and
software applications of the Rental Bond
System, including the rental bond financial
database, document imaging database and
Rental Bond Internet Service (RBIS), are
supported by a dedicated Business Systems
Unit within the Office of Fair Trading.

Staff monitor the systems and perform regular
maintenance tasks to maximise the
performance of the system and ensure high
level availability of rental bond data for bond
processing by our internal staff and by RBIS
users throughout NSW.

During the year there were no major upgrades
or system changes. The Rental Bond System
was fully available to users for over 99% of the
time.

Internal Control

The rental bond custodial service is a high
volume financial operation. The Board has
instituted a number of systems and procedures
to support the integrity of its operations.

Rental bond lodgement forms are scanned and
the accompanying remittances receipted and
banked on the day of receipt from customers.

Overnight lodgement data entry is outsourced,
with data returned the next day on disk and
loaded onto a temporary work file on the
Board’s system. This data is reconciled with

Daily average rental bond enquiries

Telephone contact is still responsible for the majority of rental bond enquiries.
However, as more real estate agents choose to access rental bond information
electronically, RBIS is now accounting for almost a third of all rental bond enquiries.
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the corresponding receipt files before an
authorised transfer to the main rental bond
database. These controls ensure the integrity of
the financial data and associated images for each
bond lodgement.

In order to monitor the effectiveness of
internal control and the quality of rental bond
processing, the Business Development Unit,
which supports the rental bond operational
activities, undertakes an ongoing systems
review program.

The Unit performed 14 four weekly reviews
on a random selection of rental bond refunds

during 2004-2005, as well as 10 special reviews
of related processing functions. Review
findings are discussed by the Renting Services
Systems Review Committee, and may result in
recommendations to management, additional
staff training or procedural change to meet the
Board’s high quality and performance
requirements.

During the year, the reviews did not identify
any significant issues with an impact on the
Board’s service to our customers or the
integrity of financial operations. A number of
minor procedural breaches were reported to
relevant line managers, who discussed the

RBIS - user trends in 2004-2005

The number of unique RBIS users each week has risen steadily during the year.
(A single user visiting multiple times per week is only counted as visiting once
during the week.)
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RBIS has made rental bond claim, inquiry and reporting facilities available
to property managers at any time of the day, any day of the week -
including Saturdays and Sundays.
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issues with their staff or made appropriate
operational changes to minimise a recurrence
of the identified problems.

Retained surplus
In January 2005, the Daily Telegraph ran a story
that the State Government was “hoarding $40
million in surplus funds creamed from the
rental bond scheme”.

In a recent Rental Bond Board actuarial report
Trowbridge Deloitte noted the risk that the
value of assets of the Board could fall below
that of liabilities at particular points in time.
The report recommends surpluses need to be
retained in order to assure the availability of
sufficient funds to meet the Board’s ongoing
commitments.

The Board cannot rely on interest from the
rental bond monies alone to meet ongoing
funding commitments as changes to the market
could affect returns on investments. As rental
bonds are held in trust, they cannot be used to
fund the Board’s expenses. Accordingly, the
Board needs to retain a sizeable surplus in
addition to trust monies to ensure sufficient
income is generated to meet the operating costs
of the bond custodial and tenancy information
services as well as funding for the Tenants
Advice and Advocacy Program and for relevant
functions of the Consumer, Trader and Tenancy
Tribunal.
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Community able to access information andCommunity able to access information andCommunity able to access information andCommunity able to access information andCommunity able to access information and
consumer help in the area of residential tenancyconsumer help in the area of residential tenancyconsumer help in the area of residential tenancyconsumer help in the area of residential tenancyconsumer help in the area of residential tenancy

This is the second of two high-level community impact objectives that
contribute to the strategic priority of a fair marketplace in the area of
residential tenancy. The independent custody of bonds ensures that the
rights of both tenants and landlords are protected in accessing bond
monies at the end of a tenancy. A fair tenancy marketplace also requires
that tenants and landlords can access information on their rights and
obligations, and that tenants who are having difficulty acting on their rights
should be able to get help.

Context:

Agency PAgency PAgency PAgency PAgency Performanceerformanceerformanceerformanceerformance
• Provision of accurate information to the public
• Provision of effective tenancy consumer help to the public

The Rental Bond Board supports the high-level community objective of an independent custodial
function for rental bonds through two service-level objectives: provision of accurate information,
and effective consumer help. Information on residential tenancy rights and obligations is provided
through the Office of Fair Trading. Advice and help for tenants is provided through the
community-based Tenants Advice & Advocacy Program (jointly funded by the Board and Fair
Trading). Fair Trading monitors the quality of information services provided to customers,
assessing both customer satisfaction and the accuracy of information provided, through
independently conducted annual surveys. Tenancy services are included in both surveys but due to
their proportion within the overall sample, the isolation of tenancy results is not appropriate –
hence overall Fair Trading results appear below.

22222 Community-level objective two

Result: Provision of accurate information to the public
Measures: • % accuracy of information provided 93% 99% 87% 99% 8 3 %8 3 %8 3 %8 3 %8 3 % ≥≥≥≥≥90%

• % of customers satisfied with overall quality of services 89% 95% 94% 89% 8 7 %8 7 %8 7 %8 7 %8 7 % ≥≥≥≥≥90%

Result: Provision of effective tenancy consumer help to public
Measure: • Help is provided to the public in tenancy matters -   -   -   -   -   -

through a range of RBB-funded services provided by
community based advice and advocacy services for
disadvantaged tenants. OFT receives operational
reports from these services, and will continue to
examine potential outcome-based indicators, in
consultation with the services.

Service delivery objectives/results 00-01 01-02 02-03 03-04 04-05 Target
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Community level statisticsCommunity level statisticsCommunity level statisticsCommunity level statisticsCommunity level statistics

01-02 02-03 03-04 04-05 Target
Outcome: Community able to access

information and consumer help

Indicators: • Percentage of public who know where 58% 68% 73% 73% 65-70%
to go to get help

• Community take-up rate 400 502 509 557 Est 580
(average number of services requested
per 1000 people in NSW)

• ATSI/NESB take-up rate matches E E E E ≥≥≥≥≥ M
(M) or exceeds (E) population
representation

For an indication of results against its
community level objective, the Board relies on
Office of Fair Trading data. Fair Trading
monitors several items which are important
but not entirely in its control.

It is not necessary – or possible – for every
member of the community to know all their
rights and obligations in every area, but it is
important for people to know where to go for
information when they need it, and for all
customers, including Aboriginal and Torres
Strait Islander (ATSI) customers and
customers from non-English-speaking
backgrounds (NESB), to find the services easy
to access, with no systemic barriers in the way.

Fair Trading seeks to service existing demand
(not create “market share”), but the high
community take-up rate indicates strong
ongoing demand for services.  The proportion
of ATSI and NESB people contacting OFT
exceeds their representation in the population,
indicating these customers need the services
and do not experience barriers to using them.

The steady increase in community knowledge
of where to find help (since Fair Trading was
created from Consumer Affairs and other
agencies in 1996) indicates that Fair Trading’s
information campaigns are working.

Funded servicesFunded servicesFunded servicesFunded servicesFunded services
The Landlord and Tenant (Rental Bonds) Act 1977
specifically provides for the Rental Bond
Board to fund government tenancy information
services. As well as the Office of Fair Trading’s
tenancy information services, the Board also
funds the community based Tenancy Advice &
Advocacy Program (TAAP) on a 50/50 basis
with the Office of Fair Trading. The legislation
also requires the Board to fund 50% of the
operational costs of the Consumer, Trader &
Tenancy Tribunal.

Tenancy services
The Rental Bond Board funds the operation of
government tenancy information services,
through the Renting & Strata Services Branch,
in accordance with s.21 of the Landlord and
Tenant (Rental Bonds) Act 1977.

Tenancy inquiry volumes declined by 7.03%
compared to 2003-2004, with 143,906 calls
answered by staff.  This decrease is largely
attributed to the ready availability of customer
information and electronic versions of our
publications on the Office of Fair Trading
website:  www.fairtrading.nsw.gov.au.

During the year officers answered 86.6% of all
incoming tenancy calls, with an average waiting
time for customers of just over one minute.

Tenancy Functions of the
Consumer, Trader & Tenancy
Tribunal
The Consumer, Trader and Tenancy Tribunal
(CTTT) is an independent decision-making
body for the determination and resolution of
marketplace disputes throughout New South
Wales.
The CTTT deals with matters under eight
divisions:
• Tenancy
• Residential Parks
• Strata and Community Schemes
• Retirement Villages
• General
• Home Building
• Motor Vehicles
• Commercial Divisions.
The Tribunal operated eight registries in 2004-
2005 and conducted hearings in venues
throughout NSW.
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The Rental Bond Board provided over $8.2
million in funding toward the tenancy,
residential parks, strata and community
schemes, and retirement village functions of
the Tribunal in 2004-2005.  These functions are
jointly funded by the Office of Fair Trading.

During the last year, 76.7 % of all applications
to the Tribunal concerned tenancy matters,
with a further 4.3 % related to residential park,
strata or retirement village issues.

For more information on the CTTT and its
activities visit the Tribunal’s website at:
www.cttt.nsw.gov.au

Tenants Advice & Advocacy
Program (TAAP)
The Tenants Advice and Advocacy Program
(TAAP) was established in 1994 to provide
community-based information, advice and
advocacy services to public and private tenants
in New South Wales.

As well as individual casework, TAAP
undertakes community education activities on
tenants’ rights and responsibilities. The
Program focuses on high-risk tenant groups
such as Aboriginal tenants, NESB tenants,
elderly tenants, disabled tenants, residential
park residents, and those in supported
accommodation.

TAAP is jointly funded by the Rental Bond
Board under the Landlord and Tenant (Rental
Bonds) Act 1977 and the Office of Fair Trading
under the Property, Stock and Business Agents Act
2002.

During the past year, the community-based
organisations funded under the TAAP provided
assistance to around 29,000 tenants across New
South Wales.

In addition to the $3.4 million provided in core
funds to the 22 TAAP services operating in
2004-2005, funding support was also made
available from the TAAP Special Purpose Fund
to enhance the services and resources available
to clients of the TAAP.  For example, the Fund
contributed $5,100 towards the provision of
interpreters for tenants whose first language
was not English. A further $28,351 was
provided for:

• Assistance with removal costs for TAAP
services: $3,579

• Production of fact sheets: $485
• Regional network meeting: $18,046
• Printing 2nd Edition of Share Housing

Guide: $6,241

Affordable housing grant
In 1998 the Rental Bond Board approved a
grant of $10 million to the then Department of
Urban Affairs and Planning for affordable
housing initiatives. The grant, which was later
transferred to the Department of Housing has
contributed to the following outcomes.
• Establishment of the Affordable Housing
Service – which is a focal point for
information, advice, training and expertise on
affordable housing
• Purchase or construction of 24
demonstration units of affordable housing ($6.4
million)
• Affordable housing feasibility studies
through seed funding to local councils
• Grant to City West Housing to assist with the
purchase of land in Green Square for 16
affordable housing units.
The last remaining aspect of the grant was
expenditure on the 24 demonstration units -
which was planned for completion during the
2004-2005 financial year. A final audit report is
to be prepared and results will be included in
the 2005-2006 Rental Bond Board annual
report.

Tenancy enquiries - daily average
call rate per month in 2004-2005

The peak in February reflects the high turnover of tenancies at the beginning of
the new academic year.
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Postcode groupings Postcodes 2004 2005 % Change
 $ per week $ per week

Inner Sydney 2000-2014 360 380 5.6
South Sydney 2015-2020 320 350 9.4
Eastern Suburbs 2021-2036 340 360 5.9
Inner West 2037-2059 330 330 0.0
Lower North Shore 2060-2069 350 360 2.9
Upper North Shore 2070-2087 340 345 1.5
Mosman/Cremorne 2088-2091 353 365 3.4
Manly/Warringah 2092-2109 340 360 5.9
North Western 2110-2126 300 300 0.0
Western Suburbs 2127-2145 250 260 4.0
Parramatta/Hills 2146-2159 250 250 0.0
Fairfield/Liverpool 2160-2189 220 230 4.5
Canterbury/Bankstown 2190-2220 200 220 10.0
St George 2201-2223 260 270 3.8
Cronulla/Sutherland 2224-2249 280 290 3.6
Metropolitan average 300 311 3.9

Central Coast 2250-2263 220 230 4.5
Greater Newcastle 2264-2319 205 220 7.3
Hunter Valley 2320-2339 180 190 5.6
New England 2340-2419 145 155 6.9
North Coast 2420-2499 195 200 2.6
Greater Wollongong 2500-2530 220 220 0.0
South Coast 2531-2551 190 200 5.3
Campbelltown 2552-2570 215 220 2.3
Southern Division 2571-2639 190 195 2.6
Riverina 2640-2739 150 165 10.0
Penrith/Windsor 2740-2772 225 230 2.2
Blue Mountains 2773-2786 205 210 2.4
Orange/Windsor 2787-2819 170 180 5.9
Dubbo & North West 2820-2842 140 150 7.1
Mudgee District 2843-2863 160 160 0.0
Western Division 2864-2880 140 140 0.0
Outer metropolitan & regional average 184 192 1.5
Miscellaneous 2881-9999 165 145 -9.4
NSW 240 249 3.7

Median rentals
 Weekly rents for new lettings during the 2005 June Quarter Weekly rents for new lettings during the 2005 June Quarter Weekly rents for new lettings during the 2005 June Quarter Weekly rents for new lettings during the 2005 June Quarter Weekly rents for new lettings during the 2005 June Quarter
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Bonds held
By postcode groupingsBy postcode groupingsBy postcode groupingsBy postcode groupingsBy postcode groupings

Postcodes Bonds held Change
Postcode groupings 30-6-04 30-06-05 %
Inner Sydney 2000-2014 27,566 29,413 6.7
South Sydney 2015-2020 8,644 9,347 8.1
Eastern Suburbs 2021-2036 46,252 47,478 2.7
Inner West 2037-2059 29,575 30,406 2.8
Lower North Shore 2060-2069 22,546 23,294 3.3
Upper North Shore 2070-2087 10,029 10,350 3.2
Mosman/Cremorne 2088-2091 10,728 10,907 1.7
Manly/Warringah 2092-2109 20,899 21,053 0.7
North Western 2110-2126 19,284 19,715 2.2
Western Suburbs 2127-2145 30,885 32,909 6.6
Parramatta/Hills 2146-2159 21,184 22,336 5.4
Fairfield/Liverpool 2160-2189 28,973 29,675 2.4
Canterbury/Bankstown 2190-2220 18,270 18,886 3.4
St George 2201-2223 31,962 32,934 3.0
Cronulla/Sutherland 2224-2249 13,979 14,296 2.3
Miscellaneous 150 145 -3.3
Metropolitan 340,926 353,144 3.6

Central Coast 2250-2263 23,664 24,566 3.8
Greater Newcastle 2264-2319 29,516 30,370 2.9
Hunter Valley 2320-2339 11,617 12,291 5.8
New England 2340-2419 11,832 12,492 5.6
North Coast 2420-2499 42,451 43,644 2.8
Greater Wollongong 2500-2530 17,973 18,741 4.3
South Coast 2531-2551 11,238 11,702 4.1
Campbelltown 2552-2570 10,189 10,495 3.0
Southern Division 2571-2639 12,443 12,980 4.3
Riverina 2640-2739 16,114 16,891 4.8
Penrith/Windsor 2740-2772 25,405 26,279 3.4
Blue Mountains 2773-2786 5,083 5,184 2.0
Orange/Windsor 2787-2819 8,727 8,913 2.1
Dubbo & North West 2820-2842 5,130 5,339 4.1
Mudgee District 2843-2863 1,673 1,754 4.8
Western Division 2864-2880 2,666 2,815 5.6
Miscellaneous 2881-9999 376 408 3.8
Outer metropolitan & regional 236,097 244,874 3.7
NSW 577,023 598,008 3.6

Bonds held by postcode as at 30 June 2005.




