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Fair Trading Centres
We operate Fair Trading Centres at the 23 locations shown
opposite. These Centres provide information and
assistance on consumer issues, motor vehicles,
home building and renovation, credit,
property and tenancy issues, plus
co-operatives and business name
registration.

Call 13 32 20

to reach your nearest

Fair Trading Centre
Monday to Friday  between 8:30 am and 5:00 pm.

Other locations
Selected Fair Trading services are also available via Government Access Centres
(GACs) and other agency arrangements throughout regional New South Wales.

Call 13 32 20 for information on the services available in these towns:
Ashford, Balranald, Barham, Boggabilla, Bombala, Boorowa, Bourke, Brewarrina, Cobar, Condobolin, Cooma,
Coonabarabran, Coonamble, Crookwell, Culcairn, Dorrigo, Dunedoo, Eden, Finley, Forbes, Forster, Gilgandra, Glen Innes,
Grenfell, Gundagai, Hay, Hillston, Holbrook, Inverell, Jindabyne, Kyogle, Lake Cargeligo, Lockhart, Maclean, Menindee,
Merriwa, Moama, Moree, Moruya, Moulamein, Mt Druitt (urban GAC), Mungindi, Murrurundi, Nambucca Heads,
Narooma, Narrabri, Narrandera, Nyngan, Oberon, Peak Hill, Quirindi, Rylstone, Scone, Temora, Tenterfield, Tumbarumba,

Ulladulla, Walcha, Walgett, Warialda, Warren, Wentworth, West Wyalong, Wilcannia, Woodenbong.
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The Office of

Fair Trading

During the year, the Department of

Commerce was established with the Office

of Fair Trading created within it. The new

Department provides an annual report to the

Minister for Commerce for tabling in

Parliament. However, due to the Office’s

high level of community contact and the

continuing formal role of the Commissioner

for Fair Trading, this additional report has

been produced to highlight activity in the

New South Wales fair trading arena.

What we do
We safeguard consumer rights and advise
business and traders on fair and ethical practice.
Our customers include people renting homes
and those building or renovating. There are
strata scheme owners, people buying cars or
looking for consumer information. A large
number are builders and people working in a
trade or running a business. But our services go
beyond those delivered to individuals. The
legislative framework we administer sets the
scene and the rules for fairness in the countless
daily transactions between consumers and
traders. Often behind the scenes, unfair
practices are investigated and prevented. A
system of licensing and the investigation of
residential building complaints help ensure
unqualified or inappropriate people do not
work in the NSW home building industry.
This provides integrity to the industry and
protection for consumers from faulty or
incomplete work.

Consumer help
Providing information is core business for Fair
Trading. Consumers of everyday goods and
services can use our Web site or contact our
Fair Trading Centres to obtain information on
their rights and responsibilities and assistance
with resolving disputes. People renting homes,
buying or selling property or living in strata
scheme property can turn to us for information
and assistance.

Business & trader services
Traders and business people can register
business names and obtain the licences and
certificates they need to operate in New South
Wales. Builders and contractors, people in the
accommodation and property services
industries and those engaged in selling goods
or providing services can receive information
on their rights and obligations under fair
trading laws.

Co-operatives & Associations
We actively encourage the formation and
development of co-operatives and we help
community groups establish themselves as
associations.
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Minister’s Foreword

Services

Public customers: • 4-5 million requests for services each year

General community: • 15,600 compliance-related activities

• 46 pieces of legislation - proactive review

Economic impact: • Regulated industries turning over at least

$47 billion per year (excluding finance and credit

industries)

• 479,725 registered business names

• 213,460 licensees

Logistics

Phone: • 1.5 million incoming calls per year from the

general public (requests for fair trading

information)

Counter: • 23 Fair Trading Centres

• 280,000 counter enquiries per year

Web site: • 800,000 visitor sessions per year (information

and transactions)

Other outputs: • 1.6 million REVS checks and encumbrance registrations

• 570,000 rental bond transactions

Staff: • 1129 including the Consumer Tenancy &

Trader Tribunal (independent statutory body

serviced by OFT)

Budget: • $158 million approx

At a glance
Fair Trading



Fair Trading: serving consumers and traders in NSW Page 3

Summary
Executive

The major development during the year was

the creation of a new Department of
Commerce - incorporating the Office of Fair

Trading and establishing the office of
Commissioner for Fair Trading to have

statutory responsibility for all fair trading
legislation.

Since then there have been two major
priorities.  The first has been to work
collaboratively with the Department’s other
offices, under the guidance of the Director-
General, to ensure the new agency’s smooth
and efficient formation. The second has been to
ensure that service quality to consumers and
traders during this process is unaffected and
that ongoing improvement processes continue.

Providing fair trading services from within the
context of a more broadly focused organisation
is a wonderful opportunity to extend
efficiencies. At the same time our name, the
Office of Fair Trading, provides important
continuity to the people of New South Wales.
For consumer and trader customers our
services will remain familiar and be provided
in an efficient and friendly manner. For the
broader community, on-going fair trading
policy and legislative development as well as
associated compliance action will ensure
fairness and integrity in the NSW marketplace.

Customer services

During 2002-2003, the Office of Fair Trading
once again responded to well over 4 million
service requests from the public.
Administering more than 40 different pieces of
legislation means that services span a very
broad range of issues – from complex credit
and home building issues to every-day
consumer advice. That we can service this level
of demand and achieve customer satisfaction
levels of over 90% is a testament to the skills
and dedication of our front line staff. Some
numbers are particularly interesting. We
received 1.5 million incoming calls from the
general public for fair trading information,
while similar counter enquiries numbered
280,000. These levels signify continuing strong

demand for phone and counter services.
However, at the same time our Web site visitor
sessions reached more than 800,000. This is
new demand. It is supplementing rather than
replacing traditional service methods.

In the coming year, we will introduce a new
self-help facility to the Web site. Available 24
hours a day and more sophisticated than general
web based information, it will allow many
customers to satisfy their information needs by
being able to interrogate a data base of
information. The same system will also help
our customer service officers respond to phone
and counter enquiries.

For phone customers, we are progressing with
a major restructuring of our call centres. Once
completed in 2004 – 2005, customers will only
need to call a single number to access all our
services.

The Office of Fair Trading is the pilot agency
for the Government’s on-line licensing project.
From April 2003, our customers could use the
system to lodge business name and business
licence renewals and changes of particulars. As
more services are added over the coming year,
we anticipate even greater traffic on the Web
site.

Enforcement

The compliance function of the Office of Fair
Trading, which involves about 130 inspectors,
investigators and legal staff, is designed to
ensure traders comply with their obligations
under NSW consumer protection legislation,
including the Fair Trading Act 1987 and
occupational licensing legislation  - where last
year there were 213,460 licensees.

Where a trader or licensee is willing and able to
comply with their obligations and remedy the
effects of any misconduct or non-compliance,
Fair Trading will generally permit them to
continue to carry on business after enforcement
action has been taken. This is only fair, as the
events are often the result of ignorance, error
or carelessness. On the other hand, cases

...Fair Trading once

again responded to

well over 4 million

service requests from

the public.
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involving more serious or deliberate behaviour
demand a tougher response where licence
disqualification or court action is the only
suitable way to achieve a fair result for the
community or the victims involved.

This publication includes samples of a range of
prosecutions and disciplinary actions covering
the full scope of Fair Trading’s responsibilities.
Publicising these compliance actions helps to
inform consumers of practices that are contrary
to their interests and to warn traders of the
serious consequences for those who flout
NSW fair trading laws. During the year we
were involved in 15,600 compliance-related
activities. These included inspections,
investigations, prosecutions, disciplinary
actions and civil litigation. Of the 668
prosecutions undertaken, 86% were successful
- where a penalty was either imposed or a
conviction proven. New intelligence software
as used by national and international law
enforcement agencies has now been acquired.
We anticipate significant gains in detection and
investigation abilities.

Improving the legislative framework

The Government’s fair trading legislative
program delivered several notable new benefits
to the people of New South Wales in 2002-2003.

The Home Building Service was established
and it is now coordinating reforms designed to
raise the bar for home building in NSW.  Better
licensing, construction standards, dispute
management and improved building skills are
set to improve the home building or renovating
experience for consumers.

People borrowing money can now refer to
mandatory comparison rates to identify their
best credit choices. People buying cars on
credit now have a one-day cooling off period to
review their decisions. People buying residential
property at auction will soon benefit from
more transparent sales practices that include
the outlawing of ‘dummy bidders’ who had
been used to inflate auction prices. People
using mortgage and finance brokers will be
shown exactly what they are paying for and will
see who might be receiving commissions for their
business. People looking for jobs have improved
protection against illegal job placement fees.

The broader community will benefit indirectly
through the introduction of significant changes
to enforcement provisions in the Fair Trading

Act. Courts now have the power to send repeat
offenders to gaol for up to three years. It is now
an offence not to be able to prove claims made
in advertising – meaning consumers will not be
subjected to grossly misleading promotional
and advertising materials.

Our people

Fair Trading measurably reaches a significant
proportion of the approximately 6.7 million
people living in NSW. Our focus is not just
metropolitan mainstream. Our programs
include specific services for many community
sectors: regional people, those from non-
English speaking backgrounds, young people as
well as the Aboriginal community. Through
our people, we are well placed to understand
their respective needs.

The people working in our network of
regional Fair Trading Centres and at the
Registry of Cooperatives and Associations at
Bathurst provide a solid base for understanding
what country people want. The diverse make
up of our staff, including speakers of 28
different languages helps ensure our services
are fairly targeted to the broadest possible
community. A permanent and successful team
of Aboriginal customer service officers
provides the knowledge and access needed to
reach this frequently overlooked section of the
community.

Fair Trading is a service organisation and would
cease to exist without its people. Our customer
service officers continue to respond to high
levels of demand in a way that customers
clearly appreciate. Other staff may have less
direct connection with customers, but their
professionalism, dedication and initiative are
the factors that once again allowed us to achieve
our objectives.

The Office of Fair Trading acknowledges the
former Minister for Fair Trading, the Hon. John
Aquilina MP, a tireless advocate for Fair Trading
and Minister for much of the financial year.
Management and staff are pleased to be able to
assist Ms Kate McKenzie, Director-General of
the Department of Commerce, in developing
the new organisation and look forward also to
assisting the Minister for Fair Trading, the
Hon. Reba Meagher MP, as well as the
Minister for Commerce, the Hon. John Della
Bosca MLC.

We measurably

 reach a significant

proportion of the

approximately 6.7

million people living

in NSW.
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Highlights
Objective One

• Government approves the establishment of
the Home Building Service and a range of
legislative changes to improve licensing,
construction standards, dispute management
building contracts and industry training and
skills enhancement

• Introduction of mandatory comparison rates
for fixed term credit products allow
consumers to identify their best credit
choices

•Fair Trading Act amendments provide a range of
new consumer protections including tighter
controls on direct commerce, product
advertising and scope for Courts to send
repeat offenders to goal for up  three years

• Introduction of written contracts and up-
front disclosure of commissions to improve
the protection of consumers who use finance
brokers

The Future

• Legislation reforms in the following areas:
- business names
- strata schemes
- fair trading
- co-operatives
- associations
- residential parks
- funeral funds
- electricity safety

Program Allocations - expenses Program Allocations - average staff*

Objective Two

• NetMap intelligence software introduced to
provide flexible intelligence and analysis
capacity to support inspections and
investigations

• Seizure of almost 200,000 Canadian scam
letters permitted by the Supreme Court - an
Australian first

• Phase One of NSW Government’s on-line
licensing project allows electronic
lodgement of business name and business
license renewals and changes of particulars

• New Home Building Web site launched
• Scam Smart education program introduced to

encourage seniors to “Beat the Cheats”

Objective Three

• Customer satisfaction continued at over 90%
• Electronic self-service introduced to allow

managers and staff to access human resource
related information

• Intranet introduced
• OFT Aboriginal Employment Strategy

increased the percentage of Aboriginal staff to
over 3% - against a Government target of 2%.

• Good Business Matters kit introduced to help
businesses trade fairly

• Ethnic Web site launched with topics in
Arabic, Chinese, Greek, Italian, Spanish,
Vietnamese and Macedonian

 The Future

• Builders and trade contractors to undertake
continuing professional development in
order to renew their licences

• Property Web site to be introduced
• Linking of REVS data base to national system

to help identify stolen or written off vehicles

The Future

• Internet self-help facility will let consumers
and traders establish their rights and
responsibilities 24 hours, 7 days a week

• Voice recognition system to assist REVS
customers calling outside office hours or
who are unable to use Internet service

• Single Call Centre for all OFT enquiries

* Effective full time positions

including Tribunal Members

(statutory appointments) and

Ministerial staff.
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Office of Fair Trading

With the creation of the Department of

Commerce, there have been some changes

to Fair Trading’s approach to its core

business. Everything the Office does now

flows from the mission statement and key

corporate objectives of the new Department.

The mission statement and the corporate
objectives for the Department of Commerce
are set out on the opposite page. Within this
framework, Fair Trading continues to be
responsible for the following key objectives:

• Appropriate safeguards for consumers with
minimal restrictions on business and traders

• Maximum compliance with fair trading
statutory requirements

• Accountable use, in all the Office’s activities,
of public resources.

To address the first of these objectives, we aim
for a policy framework which balances the
interests of consumer and traders. We achieve
this through a strategy of comprehensive,
proactive policy and regulatory review.

For the second of the three key objectives we
aim to provide accurate information to the
public and to provide effective enforcement

Planning

Framework

and dispute resolution. Our strategies to
achieve these aims are:
• proactive education activities
• responsive enquiry service
• targeted compliance activities
• effective informal complaint handling.

The third objective is addressed through
minimising service delivery costs and the
efficient use of internal resources to meet
client requirements. The strategies employed
include active process review and performance
monitoring and active use of structured client
feedback to review and improve services.

Performance reporting

and quality

To allow continuity for groups with an interest
in tracking the Office’s performance, these
three objectives have been retained as the basis
for structuring this publication. Performance
information for the indicators linked to these
objectives is set out at the start of each chapter.

As in past years, the indicator results are being
used, instead of guided self-assessment, as the
basis of targeted business improvement/quality
initiatives. The outcomes are shown in the
tables on pages 11, 21 and 43.
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Who we are
We are the government agency established

to support a climate that makes doing

business in NSW simple, accessible and fair

for employees, consumers and industry and

achieve best value for government through

the services we provide and our processes

and commercial activities.

What we do
We provide services and advice to ensure
consistent, fair and ethical business practices in
NSW for government, industry, employees and
consumers through:

• Compliance with industrial obligations
• Compliance with fair trading principles
• Licensing
• Education and information services
• Use and application of technology
• Transparent and consistent procurement

practices.

We provide shared services and projects to
reduce the cost and risk in conducting
Government business and service delivery
including:

• Procurement
• Public infrastructure
• Property
• Corporate Services
• E Services
• Education and information services
• Telecommunications and IT infrastructure.

We provide access to information, services and
expert advice to our customers through our
business units, online facilities and regional
presence.

How we do it
• We make a difference by delivering value in

everything we do.
• We demonstrate the highest levels of ethical

behaviour, integrity, impartiality and fairness
in our dealings with others.

• We strive to be leaders in our fields of
expertise.

• We’re a team working towards common goals
based on the needs and expectations of the
community, our stakeholders, customers,
clients and staff.

• We encourage, recognise and reward
initiative and innovation.

Who we serve
• We serve consumers, employees, employers

and business by safeguarding rights and
advising on fair and ethical practice.

• We serve Government agencies by reducing
the cost and risk in conducting Government
business and delivery of services.

• We serve consumers, business and our
suppliers in collaboratively developing a
climate that makes interacting and doing
business with NSW Government simple,
accessible and with minimal risk.

Within the

NSW community:

fair marketplace

and workplaces

For NSW

business:

simple, transparent

dealings with Government

Across NSW

Government:

value for money and

improved services through

optimal management of

enablers and support

activities

Within

Commerce:

accountable internal

use of public resources

Department of

Commerce
Mission statement and values

Corporate Objectives
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Our

Structure

Brian Given

Assistant
Commissioner

Operations

Lyn Baker

Assistant
Commissioner

Customer &
Property Services

Lindsay

Le Compte

General Manager

Home Building
Service

Rod Stowe

Assistant
Commissioner

Policy & Strategy

• Legal Services
Division

• Compliance &
Standards
Division

• REVS

• Registry of
Co-operatives

and Associations

• Customer
Services
Division

• Property &
Licensing
Division

• Strata
Schemes &
Mediation
Services

• Management
Services
Division

• Policy &
Strategy
Division

David O’Connor

Commissioner for Fair Trading

Office of Fair Trading

The Hon. Reba Meagher, MP

Minister for Fair Trading

Minister Assisting the Minister for
Commerce

The Hon. John Della Bosca,
MLC

Minister for Commerce

Office of Industrial Relations

Office of Government
Procurement

Office of Information
and Communications

Technology

Office of Government
Business

Kate McKenzie

Director-General
Department of Commerce
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Legislation

The Office of Fair Trading administers the
following legislation:

• Associations Incorporation Act 1984

• Business Names Act 1962

• Business Names Act 2002 – partially unproclaimed

• Community Land Management Act 1989

• Consumer Claims Act 1998

• Consumer Credit Administration Act 1995

• Consumer Credit (New South Wales) Act 1995

• Consumer, Trader and Tenancy Tribunal Act 2001

• Contracts Review Act 1980

• Conveyancers Licensing Act 1995

• Conveyancers Licensing Act 2003 –
partially unproclaimed

• Co-operatives Act 1992

• Co-operative Housing and Starr-Bowkett
Societies Act 1998

• Credit Act 1984

• Credit (Finance Brokers) Act 1984

• Credit (Home Finance Contracts) Act 1984

• Door-to-Door Sales Act 1967

• Electricity Safety Act 1945 Part 4C
(remainder, Minister for Energy)

• Fair Trading Act 1987 No. 68.

• Fitness Services (Pre-paid Fees) Act 2000

• Funeral Funds Act 1979

• Gas Supply Act 1996 (Section 83A)

• Holiday Parks (Long-term Casual Occupation) Act
2002.

• Home Building Act 1989

• HomeFund Commissioner Act 1993

• HomeFund Restructuring Act 1993,
ss 14, 15, 16 and Schedule 2 (remainder Minister
for Housing).

• Landlord and Tenant Act 1899

• Landlord and Tenant (Amendment) Act 1948

• Landlord and Tenant (Rental Bonds) Act 1977

• Mock Auctions Act 1973

• Motor Dealers Act 1974

• Pawnbrokers & Second-hand Dealers’ Act 1996

• Prices Exploitation Code (New South Wales) Act
1999.

• Prices Regulation Act 1948

• Property, Stock and Business Agents Act 1941

• Property, Stock and Business Agents Act 2002 -
unproclaimed

• Registration of Interests in Goods Act 1986

• Residential Parks Act 1998

• Residential Tenancies Act 1987

• Retirement Villages Act 1999

• Strata Schemes Management Act 1996

• Trade Measurement Act 1989

• Trade Measurement Administration Act 1989

• Travel Agents Act 1986

• Valuers Registration Act 1975

• Warehousemen’s Liens Act 1935

Fair Trading
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Objective one:

This is the first of two core objectives that contribute to our

strategic intent of a fair marketplace within the NSW

community. In the fields of consumer goods and services,

accommodation and property services and home building

we aim to develop and maintain a policy and legislative

framework that creates a balance between the interests of

consumers and traders.

Appropriate safeguards for

consumers with minimal

restrictions on business and

traders

Office of Fair Trading

Major policy issues

The Government’s home building reform

agenda dominated our policy focus for

much of the year – resulting in significant

new consumer protection, dispute resolution,

licensing and insurance reforms as well as

measures to lift the quality and consistency

of construction.

The principal vehicle for these improvements

is the newly established Home Building

Service. It encompasses all the home

building regulatory functions of the Office of

Fair Trading – plus additional resources. Its

effectiveness will be evaluated after two

years.

Consumer credit was another area of major

interest. As a result of NSW and national

efforts, consumers can now use mandatory

comparison rates to select the credit

products that best suit their needs. People

using mortgage and finance brokers are set

to benefit from access to better information

about the services they are using. Some pay

day lenders are still engaged in

unscrupulous lending. We are currently

involved in national efforts to rein them in

through amendments to the Consumer Credit

Code.

Other significant policy reforms are

underway in connection with the sale of gas

appliances, electricity provided to people

living in residential parks as well as the

regulation and fund-raising activities of

cooperatives. Practices in the introduction

agencies industry can sometimes be

contentious. A review will determine if

specific consumer protection laws are

warranted.
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Performance Information
Key outcome/outcome measure 98-99 99-00 00-01 01-02 02-03 Target 03-04

Outcome: Appropriate safeguards for consumers

with minimal restrictions on business

and traders
Measure: Proportion of legislation assessed as

meeting net public benefit test.

Interpretation/comment
It is extremely hard to devise a methodology for directly measuring the ‘fairness’ of the policy and legislative

framework to all sections of the community. The Office uses an indirect measure which shows the proportion of

legislation which has undergone a rigorous process to ensure that it is necessary. A net public benefit test is applied,

and this involves examining both social and economic factors. The table above reflects the proportion of legislation

which, to date, has undergone this test or a similar process. All of the Fair Trading reviews subject to the National

Competition Policy review program have been completed although several national reviews are awaiting

consideration. This brings to 100% the proportion of legislation which has been subjected to the process described

above. For the future, the Office will aim to ensure that any new or amended legislation or legislation subject to

statutory reviews is subjected to scrutiny through this or a similar process, maintaining this item at the target 100%.

Home building reform
On 13 March 2002 Parliament established the
Joint Select Committee on the Quality of
Buildings. The Committee was established as a
result of a perception in the community that
there were significant problems with new
residential construction. It was asked to
determine whether there are enough checks
and balances existing to ensure consumers are
guaranteed that their new homes are safe,
properly certified and built to satisfactory
standards.

The report of the Committee (Campbell
Report) was released in July 2002 and
addressed, in particular, issues related to the
private certification process, minimum
building standards, builder and other
practitioner licensing and the roles of the then
Department of Fair Trading and the Consumer,
Trader and Tenancy Tribunal.

In October 2002, in response to the
recommendations of the Campbell Report, the
Government approved the establishment of an
Office of Home Building (now Home
Building Service) within the then Department
of Fair Trading with regionalised service

delivery. The Home Building Service will be
the subject of a performance audit after two
years of operation.

The Government also approved the preparation
of legislation to improve the licensing,
consumer education and dispute resolution
processes for building work. The legislation is
aimed at ensuring that the building regulatory
system is well coordinated, focused on pro-
active measures to provide consumers with safe
and well constructed buildings and easy access
to dispute handling systems.

The regulatory system aims to ensure that
licensing processes establish minimum levels
of skills, experience and conduct for builders
and that builders can be held accountable for
their actions and that effective complaints and
dispute resolution processes are established
that allow consumers to seek redress for poorly
constructed buildings.

At the close of the reporting period a majority
of the proposed reforms had either been
completed or substantial progress towards
implementation had been achieved. They
include the following.

45% 55% 60% 100% 100% 100%
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Home Building Service

The Home Building Service (HBS) was
launched by the then Minister on 17 February
2003. The establishment of HBS brings
together all building related functions
previously undertaken by different areas of the
Office of Fair Trading (OFT).

These functions cover licensing, compliance
and insurance including the former Building
Services Corporation schemes and private
home warranty insurance. The HBS also
encompasses new functions such as dispute
resolution, inspections and training and
education. Regional activities of HBS will be
based at OFT’s statewide network of Fair
Trading Centres.

The HBS administers the Home Building Act
1989, which regulates the home building sector
through a system of licensing and the
investigation of building complaints and
regional compliance programs.

Fairer contracts

Proposals to amend the Home Building Regulation
1990 will ensure that contracts are fair and
reasonable for consumers and builders. The
amendments will improve both parties’
understanding of the contract and provide
another means of specifying quality standards
over and above the broader statutory warranties
already contained in the legislation.

The amendments were scheduled to be
finalised in July 2003 with commencement
proposed for 1 January 2004. Once in effect,
contracts will include:

• clauses stating that the work is to conform to
the Building Code of Australia and all
relevant Australian Standards and conditions
of consent

• provisions that variations to design plans
must be agreed in writing by all parties to the
contract

• a cooling off period

• a checklist for consumers and builders

• a ‘signing page’ to certify that the consumer
has been provided with and has read the
mandatory consumer brochure that must be
included with all contracts.

Early intervention dispute resolution

An early intervention dispute resolution
process has been developed to replace one that
has been operating in the Consumer, Trader
and Tenancy Tribunal (CTTT).

From 1 July 2003, HBS building inspectors
will be able to investigate and report on a
complaint and undertake on-site inspections
and issue rectification orders where
appropriate. The inspector’s report will be able
to be used in any proceedings in the CTTT
relating to the work. A system of benchmark
timeframes, checklists, procedure manuals,
templates, training and performance
monitoring has been developed for
implementation of the new process.

Home warranty insurance

In December 2002 Dexta Corporation, one of
NSW’s three approved home warranty
insurers, withdrew from the market. On 5 May
2003 the Minister for Commerce announced a
review into the operations of the home
warranty insurance scheme with an interim
report prepared on 30 June 2003. A final report
was delivered to the Government on 30
September 2003.

The Building Insurers’ Guarantee Corporation,
the primary instrument of the Government’s
HIH Rescue Package, continued to assist
homeowners affected by the insurer’s collapse.
By the end of the financial year $22,731,958 had
been paid to 375 claimants.

Home building legislative reform

The Government’s home building reforms
include a range of legislative amendments.
These are described in Legislative Change –
Significant reforms on page 15.

Other home building reforms

A number of reform initiatives relate to
improving information for home building
consumers and licensed builders and
contractors. These are set out in Objective 2;
under Information for consumers and
traders - see page 34. Licensing reforms for
the home building industry are also set out in
Objective 2; under Home Building Act
reforms - see page 34.

Consumer Credit
From 1 July 2003, credit providers must
provide a mandatory comparison rate for fixed
term consumer credit products. The
comparison rate will assist consumers to shop
around for the best price on fixed term loans
such as home loans and personal loans. The
comparison rate will be shown in
advertisements whenever interest rates are
advertised, and will be available in schedule

Proposals to amend

the Home Building

Regulation 1990 will

ensure that contracts

are fair and reasonable

for consumers and

builders.
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form wherever consumers apply for a loan,
including the Internet. To assist in the
implementation of this consumer initiative, the
NSW Office of Fair Trading has provided
speakers at seminars for industry members, as
well as developing explanatory material for
both the national Credit Code Web site and for
related fact sheets.

National Regulation of Finance Brokers

As consumer problems with finance and
mortgage brokers occur in all Australian
jurisdictions, the Standing Committee of
Officials of Consumer Affairs, which
comprises the senior officials of all State and
Territory consumer affairs agencies, is
currently examining the possibility of a
national approach to the regulation of brokers.
New South Wales is taking a leading role in
this discussion.

Pay day lenders

This industry, which services the short term,
low value credit market, was first regulated by
the Consumer Credit Code in December 2001.
Since that time, further monitoring of the
practices of the industry has resulted in an
examination by the Ministerial Council on
Consumer Affairs (MCCA) of ways in which
those practices might be addressed.

Officers of the state consumer agencies who
have monitored the industry have found that
some of the more undesirable practices are
specific to these high interest lenders and fall
outside the Consumer Credit Code. MCCA will
therefore give consideration to providing
further protection under that legislation that
applies only to this industry sector.

The Office of Fair Trading has also found that
some lenders are attempting to avoid the Code
by various devices. The Code is therefore
under constant review to ensure any loopholes
are closed.

Consumer Credit Code

In August 2002, MCCA approved
recommendations in the final report of the
National Competition Policy Review of the
Consumer Credit Code (the Code) and in the
Post Implementation Review of the Code.

These recommendations focus on improving
the performance of the Code and ensuring that
it stays relevant to the credit marketplace. New
South Wales is developing the proposals arising
from those reviews for improving the

precontractual disclosure provisions. This will
result in simpler up-front information about
the most important aspects of the credit
product so that the consumer can be confident
that the loan is affordable and appropriate.

These improvements will complement the
New South Wales comparison rate initiative to
give consumers the best possible chance to get
the cheapest, most appropriate loan.

Gas appliance safety
As part of the regulatory changes accompanying
the introduction of full retail competition in
energy, responsibility for gas appliance safety
was transferred from the Ministry of Energy
and Utilities to the Office of Fair Trading.

Section 83A of the Gas Supply Act 1995 provides
for the making of regulations concerning the
design, construction and labelling of gas
appliances; the prohibition of, or imposition of
conditions on the sale or supply of gas
appliances; and, the connection, alteration,
maintenance, repair, replacement and operation
of gas appliances.

During the year we developed a proposal for a
new regulation which will introduce a ‘point of
sale’ control to prohibit the sale of gas
appliances which have not been certified or
approved and give the Commissioner for Fair
Trading the authority to approve certification
schemes.

Residential parks - electricity
In most NSW residential parks, the park owner
supplies permanent residents with electricity.
As a result of the introduction of full retail
competition in energy, across-Government
action has been taken to provide park residents
with a level of consumer protection consistent
with that enjoyed by the customers of licensed
electricity retailers. For example, park owners
cannot charge more than the regulated retail
tariff of the local standard retail supplier and
park residents have access to the dispute
resolution services of the Energy and Water
Ombudsman.

We are now developing customer service
standards based on those provided to electricity
customers supplied under a standard form
contract by a standard retail supplier. We are
undertaking extensive consultation with the
many government, industry and community-
based stakeholders before finalising a proposal.

This will result in

simpler up-front

information about the

most important aspects

of the credit product...
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Co-operatives legislation

The Co-operatives National Working Party,
which is currently convened by New South
Wales, has developed drafting instructions to
make minor amendments to the Co-operatives Act
(NSW) provisions for the issue of Co-
operative Capital Units (CCU’s). The
amended provisions for this fundraising
instrument have been endorsed by each State
and will be adopted under the Core Consistent
Provisions Scheme for co-operatives
legislation in due course.

Drafting instructions were also developed to
progress the MCCA endorsed proposal to
replace the existing foreign co-operatives
registration scheme with a more facilitative
scheme based upon mutual recognition
principles. Under the proposed new scheme,
co-operatives registered in one State (the
‘Home State’) will be permitted to carry on
business in another State (the ‘away State’) after
a simple and inexpensive notification is
provided to the Registrar of the away State. The
scheme will reduce the administrative burden
currently placed on co-operatives wishing to
carry on business interstate and allow away
State Registrars sufficient power to control the
activities of foreign co-operatives when they
carry on business in their State.

Introduction agencies
The NSW government has committed to
reviewing the practices of the introduction
agency industry to determine whether specific
laws are required to improve consumer
protection for people who use these services.
The Office of Fair Trading has conducted
preliminary investigations into the industry and
will undertake consultation with key industry
stakeholders later in 2003.

Advisory councils
Five ministerial advisory councils provide
advice to the Minister for Fair Trading.
Membership of the councils was renewed in
February 2003. The members represent diverse
interests and expertise to ensure the Minister’s
fair trading policy advice reflects the broader
interests of the community. Membership
details of appointees are set out on page 52.

National Competition

Policy reviews

In 1995, all Australian Governments signed

the National Competition Principles

Agreement. This required the jurisdictions to

review all laws that restrict competition,

including those that limit market entry though

licensing regimes or which reduce market

contestability. In NSW, this led to National

Competition Policy (NCP) reviews of 191

pieces of legislation. Of these, 30 were the

responsibility of OFT – the second largest

review program in the State.

The NCP review program has now come to a

close. By 30 June 2003 all our NCP reviews

had been completed apart from National

reviews of the Credit Code, Trade

Measurement and Travel Agents legislation.

The only NSW laws subject to the NCP review

but which had not had subsequent legislative

amendments either passed or introduced into

Parliament by 30 June 2003 were the

Electricity Safety Act and the Funeral Funds

Act.

Throughout the review program, consumers,

businesses, industry and interest groups

were consulted at every stage to ensure that

NSW’s consumer protection regulatory

objectives are met as efficiently and cost

effectively as possible. In all but a few cases,

the reviews reinforced the continuation of

and sometimes the strengthening of existing

regulatory schemes.

Electrical Safety
The Review of the Electricity Safety Act 1945
recommended that the current regulatory
system, which protects consumers from
dangerous electrical appliances and
installations, be maintained. The Review also
recommended that on-the-spot fines be
introduced, which will simplify disciplinary
procedures for minor breaches of the Act. A
Final Report on the Review was released for
public consultation on 1 May 2003. Legislative
amendments are under consideration.

Funeral Funds Act
The final report on the Review of the Funeral
Funds Act 1979 was released in April 2002. The
Review concluded that the funeral fund
industry continues to require close prudential
scrutiny. The Review also identified legislative
duplication between NSW and
Commonwealth Government regulatory
regimes. The Review concluded that
prudential oversight in these cases would be

...the reviews reinforced

the continuation of and

sometimes the

strengthening of existing

regulatory schemes.



Fair Trading: serving consumers and traders in NSW Page 15

more appropriately undertaken at the
Commonwealth level. The implementation of
the Review’s recommendations has been
delayed due to uncertainty about the
applicability of the Commonwealth’s Financial
Services Reform legislation to funeral funds
operating in NSW. However, the
Commonwealth introduced a new Regulation
in March 2003, which will reduce ambiguity in
this area. Amending legislation is proposed for
introduction in late 2003.

Legislative change

The administration of over 40 different acts

dictates an extensive and on-going legislative

program. Altogether, 10 bills were passed by

Parliament following review or development

by OFT. Some other laws came into effect for

the first time during the year. A number of the

most significant changes involved home

building reforms flowing from the Campbell

Report.

Other important amendments improved crime

prevention and consumer protection for car

buyers; home sale auction processes;

protection for job seekers and rights for

holiday park users. Licensing or

administrative reforms also affected

conveyancers, valuers, business names, the

management of strata schemes, product

information standards, tenancy laws and

property, stock and business agents.

Bills assented
The bills assented to during the year included:

• Building Legislation Amendment (Quality of
Construction) Bill 2002

• Business Names Bill 2002

• Fair Trading Amendment (Employment Placement
Services) Bill 2002

• Holiday Parks (Long-term Casual Occupation) Bill
2002

• Pawnbrokers and Second-hand Dealers Amendment
Bill 2002

• Strata Schemes Management Amendment Bill 2002.
• Valuers Bill 2003

• Conveyancers Licensing Bill 2003

• Consumer Credit Administration Amendment
(Finance Brokers) Bill 2003

• Fair Trading Amendment Bill 2003 (work completed
during review period - passed by Parliament 3 July
2003)

Statute law revision
The Statute Law (Miscellaneous Provisions) Act 2002
No. 2 amended the:

• Property, Stock and Business Agents Act 1941

• Strata Schemes Management Act 1996

• Landlord and Tenant (Amendment) Act 1948.

The Statute Law (Miscellaneous Provisions) Act 2003
No. 1 amended the:

• Home Building Legislation Amendment Act 2001

• Home Building Act 1989

• Pawnbrokers and Second-hand Dealers Act 1996

• Property Stock and Business Agents Act 2002

• Strata Schemes Management Act 1996.

Subordinate legislation review
A number of regulations were made under our
regular Subordinate Legislation Review
Program as well as for policy and
administrative reasons.

Remade at September 2002:

• Consumer Credit Administration Regulation 2002

• Consumer Credit (NSW) Special Provisions
Regulation 2002

• Fair Trading (General) Regulation 2002

• Gas Supply (Gas Meters) Regulation 2002

• Trade Measurement Administration Regulation 2002

• Trade Measurement Regulation 2002

• Warehousemen’s Liens Regulation 2002

In preparation to be remade for September
2003:

• Pawnbrokers and Second-hand Dealers Regulation
2003

• Landlord and Tenant (Rental Bonds) Regulation
2003

Significant reforms

Fair Trading Act

A particularly important NCP review involved
the Fair Trading Act 1987. The review not only
examined competition issues but also looked at
the effectiveness of the legislation. It led to
several amendments being passed by the NSW
Parliament on 3 July 2003.

Effective enforcement was a major focus. To
this end, the court now has the power to send
repeat offenders to jail for a period of up to
three years. This power is aimed at curbing
traders who operate scam after scam and who
place the proceeds out of reach of the law to
avoid consumer access to redress. Besides jail
terms, the court is also able to prevent such
operators from trading again in New South
Wales. Local court penalties have been
increased and that court now has the power to
compensate consumers where a trader has been
convicted of an offence.

The scope of the Act has now been extended to
include direct commerce – the term now
covering traditional door to door sales and
telemarketing. The new provisions include a
cooling off period for both types of marketing

...the court now has

the power to send

repeat offenders to jail

for a period of up to

three years
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and a right to cancel a contract and return goods
during that period. The Act now restricts the
hours during which such marketing can take
place – addressing major consumer concerns.

The capacity of the Commissioner for Fair
Trading to require substantiation of advertising
claims has been strengthened by making it an
offence for a trader to be unable to back up
their claim. This means that consumers will
not be subject to grossly misleading statements
that set out to induce them to buy. As well, the
law has been clarified in relation to when a
product can be claimed to be a “Product of
Australia” or “Made in Australia”.

And for the first time, post sale consumer
protections are now included in the Act to
maintain consistency with the Trade Practices Act
and streamline consumer remedies.

Mortgage & finance brokers

Finance brokers or mortgage brokers provide
intermediary services between persons seeking
finance and credit providers - usually in return
for a commission paid either by the consumer
or the credit provider. A finance or mortgage
broker finds suitable potential lenders offering
credit products that match their client’s needs,
assists the client in applying for a loan and
obtains approval for the loan. The loan contract
is then taken out between the credit provider
and the client. Consumers are increasingly
using finance brokers to help them find the
best loan for their needs.

The Consumer Credit Administration Amendment
(Finance Brokers) Act 2003 was passed on 30 June
2003. It will improve the protection available to
consumers who use finance brokers, and
encourage competition in the industry. The
Bill provides for:

• a written contract to be entered into and a
copy given to the consumer before finance
broking commences

• the contract to contain details of the credit to
be obtained

• up-front disclosure of the amount of
commission (if any) payable by the consumer
and when and how the commission is
payable

• up-front disclosure of commissions paid to
the finance broker by the credit provider or
anyone else (regulations will also require
disclosure of fees paid by the broker to third
parties who refer business to the broker)

• up-front disclosure of the fact that the
broker’s recommendations will be drawn
from a limited range of lenders

• the broker to be prohibited from claiming

commission before securing the credit or if
the credit does not match the terms in the
contract

• valuation fees, and credit application and
establishment fees to be paid directly to the
person authorised to instruct the valuer or
assess the credit application rather than to the
broker

• records of transactions to be kept for seven
years

• consumer redress through the NSW
Consumer, Trader & Tenancy Tribunal for
excessive commission, unfair, dishonest or
fraudulent conduct by a broker, or conduct
which breaches a contract or breaches
consumer credit legislation.

Home building

The Building Legislation Amendment (Quality of
Construction) Act 2002 was passed in November
2002. As discussed on page 10, this followed an
announcement that the State Government had
set up a Joint Parliamentary Inquiry to look
into building standards across NSW.

The Select Committee’s report was released in
July 2002 and contained 55 recommendations to
improve the building regulation system and to
provide greater consumer protection.

The Government’s response to the Inquiry,
which was made on October 29, 2002, outlined
a range of legislative and administrative
reforms.

The legislation amended the Environmental
Planning and Assessment Act 1979 and Regulation, the
Home Building Act 1989 and Regulation and the
Conveyancing (Sale of Land) Regulation 2000.

The key changes to the Home Building Act were
that:

• builders will have to undertake a financial
test to be licensed

• new prescribed standard conditions in
building contracts will be implemented.

• work will have to conform to the Building
Code of Australia and relevant standards

• inspectors will be empowered to make
rectification orders against builders

• the Consumer, Trader and Tenancy Tribunal
will be able to accredit experts to report
jointly to the parties in dispute (the expert
report and the Building Inspector’s report
will be the only reports used unless the
Tribunal determines otherwise).

The Act also made a number of changes to the
processes for the certification of building
work.

...up-front disclosure

of commissions paid to

the finance broker by

the credit provider or

anyone else...
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The Home Building Amendment (Insurance) Act
2002, introduced major changes to the
operation of home warranty insurance from 1
July 2002. Since then, cover under the private
home warranty insurance scheme has been
provided on a last resort basis. That is, a home
owner who suffers loss from a builder’s
defective or incomplete work can only make an
insurance claim if they have been unable to
recover compensation from the contractor or if
work has not been rectified or completed due
to the insolvency, death or disappearance of the
contractor. These same provisions apply to
claims in relation to owner-builder work and
the supply of a kit home.

In the case of a claim for non-completion of
work, the insurance contract may limit liability
to an amount that is 20% of the contract price of
the job. The amount of cover for defective and
incomplete works remains at $200,000, but the
period of cover has changed from 7 years to 6
years for structural defects and 2 years for non-
structural defects.

The Home Building Amendment (Licences and
Certificates) Regulation 2003 was introduced on 20
June 2003. It reformed the licence and
certificate renewal procedures in cases where a
person was bankrupt or involved in managing a
company that was being wound up.

The amendment enables the Commissioner to
issue a contractor licence or qualified
supervisor certificate in certain circumstances.
This includes where the Commissioner is
satisfied the person has taken all reasonable
steps to avoid the winding-up order or the
appointment of a controller or administrator or
if, in the Commissioner’s opinion, there is no
evident risk to the public that the applicant
would be unable to complete any contracts.
Previously, the Commissioner was required to
automatically cancel the licence of any builder
or contractor who became bankrupt.

Holiday parks

The Holiday Parks (Long-term Casual Occupation)
Act 2002 was passed in October 2002 and came
into effect on 28 February 2003. The legislation
provided rights for long-term recreational park
occupants who left their vans on site on a
permanent basis. Uncertainties over the rights
and obligations of both park owners and
occupants were removed, a standard
occupation agreement provided, minimum
notice periods specified and a dispute
resolution provided through the Consumer,
Trader and Tenancy Tribunal.

Valuers

The Valuers Act 2003 was passed by Parliament in
May 2003. It provides for a range of registration
scheme reforms including:

• streamlining five categories of registration
into one category with conditions

• extending the duration of registration from
one year to three years

• providing greater flexibility in relation to
qualification requirements by enabling the
prescription of competency standards

• enabling more responsive amendment of
qualification requirements by providing that
they be approved by the Commissioner for
Fair Trading rather than the Minister

• streamlining the complaints, disciplinary
action and enforcement provisions to bring
them into line with other professional
licensing schemes

• making the appeals process faster and cheaper
by referring them to the Administrative
Decisions Tribunal rather than the Land and
Environment Court.

Conveyancers

The Conveyancers Licensing Act 2003 was passed on
20 May 2003.  The Act improves consumer
protection, allows conveyancers to incorporate,
introduces ‘rules’ for conveyancers, clarifies
and updates existing legislation and reforms the
disciplinary scheme.

The reforms are based on the
recommendations of a National Competition
Policy review of the now repealed Conveyancers
Licensing Act 1995. The review recommended
retaining the current occupational licensing
model as the regulatory option which best
achieves the objectives of the Act. As part of the
review process some aspects of the regulation
of conveyancers were identified for legislative
reform. The Act also retains the current
boundaries for the legal work that a
conveyancer may undertake.

Employment agents

The Fair Trading Amendment (Employment Placement
Services) Act 2002 and the Fair Trading (General)
Amendment (Employment Placement Services)
Regulation 2003 commenced on 17 February
2003. The new legislation means that
employment agents are no longer required to
be licensed. However they must comply with
the new consumer protection provisions in the
Fair Trading Act 1987.

Employment agents must now inform each
client in writing that it is illegal for them to
charge the client a fee for finding them

Uncertainties over the

rights and obligations

of both park owners

and occupants were

removed...
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employment. Agents must also inform their
clients that it is illegal for them to engage in
misleading or deceptive conduct. This might
include advertising the availability of a position
when the agency knows no such position exists
or knowingly giving misleading information to
a job seeker about the nature of a position.

Product information standards

The Fair Trading (Product Information Standards)
Regulation 1997 was repealed by the Subordinate
Legislation Act 1989 on 1 September 2002. At this
time, the opportunity was taken to consolidate
this regulation with others made under the Fair
Trading Act 1987. These included the:

• Fair Trading (Product Safety Standards) Regulation
2000

• Fair Trading (Penalty Notices) Regulation 1998

• Fair Trading (Savings and Transitional) Regulation
1997.

The consolidation removes unnecessary
duplication of information and assists industry
and other stakeholder groups when accessing
the legislation via electronic databases.

The consolidated Fair Trading (General) Regulation
2002, which commenced on 1 September 2002,
covers:

• safety standards for various goods (such as spa
outlets, children’s toys and protective
helmets for cyclists),

• product information standards to be used for:
- textile products
- care labelling of clothing and certain other

softgoods
- the retail sale of regular unleaded petrol at
petrol stations,

• certain offences under the Fair Trading Act
1987 for which penalty notices may be issued.

Motor trade

Many of the Government’s motor trade
reforms, contained in the Motor Trade Legislation
Amendment Act 2001 were implemented during
the year. The reforms promote consumer
protection, crime prevention and
administrative reform. They include:

• a one day cooling off period for cars bought
on credit provided by the dealer or where the
agent acts as an agent of the finance provider

• allowing claims to be made on the Motor
Dealers Compensation Fund for consigned
goods damaged while in a dealer’s
possession, failure to pay for a trade-in
vehicle and failure to supply a motor vehicle
that has been fully paid for

• allowing claims on the Motor Dealers
Compensation Fund for commercial
vehicles bought for private use

• an increase in penalty notice fines from $50
to $330

• a 10 year motor dealer or repairer licence ban
on people convicted of motor vehicle or
motor vehicle parts theft

• allowing authorised officers to serve holding
orders to prohibit dealers and repairers from
altering, disposing or parting with motor
vehicles or related equipment for 14 days

• requiring licensees suspected of receiving or
dealing in stolen goods to show cause why
their licence should not be revoked

• the establishment of the Motor Vehicle
Repairs Industry Authority.

Business names

The Business Names Act 2002 was assented to on
29 November 2002. The Act:

• exempts businesses who trade solely over the
Internet from the requirement to register and
display business names

• allows traders to register multiple business
names

...a one day cooling off
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• abolishes the fee to update details on the
Register of Business Names and increases
the penalty for failing to update details

• provides the Administrative Decisions
Tribunal with jurisdiction to review
decisions of the Commissioner for Fair
Trading with respect to the registration of a
business name and

• abolishes the requirement that interstate
traders who register a business name in NSW
must have a resident agent in NSW.

Property stock and business agents

The Property, Stock and Business Agents Act 2002
was passed by the NSW Parliament in June
2002 and was given the Governor’s Assent on 10
July 2002.

The new Act followed an NCP review of the
current legislation, which dated from 1941,
involving an extensive consultation process
over several years.

The Act, scheduled to come into effect on
1 September 2003, sets out a new regulatory
framework for the contemporary property
marketplace. The Act:

• simplifies licensing and disciplinary
procedures

• removes unnecessary requirements

• introduces measures to raise the competency
and professional standards of agents.

To protect consumers, the legislation:

• increases agents’ accountability for their
actions, for example when dealing with
clients’ funds or marketing properties

• reforms the auction process and

• provides for compensation and dispute
resolution when things go wrong.

As part of the preparation for the
commencement of the new Act, the draft
Property, Stock and Business Agents Regulation 2003
was released by the Minister for Fair Trading
for public consultation in May 2003. Among
other things, the Regulation provides for Rules
of Conduct to set high ethical standards for
agents and prescribes fair terms which must be
included in agency agreements. The Regulation
also sets out detailed procedures to support the
new requirement for registering bidders at
auctions.

Strata schemes

The Strata Schemes Management (Amendment) Act
2002 was passed in November 2002 and
commenced on 10 February 2003. It brought
caretaker contracts within the legislation and
imposed a maximum 10-year term on such
contracts. The Consumer, Trader and Tenancy
Tribunal was given jurisdiction to deal with
caretaker contract disputes. The Act also
limited the use of proxy votes by strata
managing agents and caretakers and placed
some restrictions on priority voting rights of
mortgagees.
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Objective two:

This is the second core objective contributing directly to

our strategic intent.  The legislative framework creates

rights and obligations for business, traders and

consumers. Maximising compliance with these

requirements ensures fairness in the marketplace. It’s an

important part of our role, achieved by providing

information and education for consumers and traders,

compliance monitoring and enforcement, complaint

handling and dispute resolution, and providing licensing,

registration and certification information.

Maximum compliance with fair

trading statutory requirements

Office of Fair Trading

Monitoring and enforcement

The following pages present a selection of

significant fair trading investigations and

prosecutions either concluded or underway

during 2002-2003. The cases illustrate the

range of unfair practices that disadvantage

consumers and genuine businesses alike

and they exemplify the typical results that

miscreants can anticipate once they are

detected, charged and dealt with by the

courts.

Tougher times lie ahead for habitual and

deliberate offenders. Sophisticated new

investigations technology is set to pin point

trouble spots faster and more effectively.

Enforcement tools such as substantiation

notices are being strengthened  - making

failure to back up exagerated promotional

claims an offence.

A renewed focus on home building

investigations will help lift standards and

performance in one of the key sectors of the

State’s economy.

Increasingly, disciplinary actions and

prosecution results are reflecting community

impatience with traders who fail to abide by

Fair Trading laws or principles.  It should

come as no surprise that industry life bans

and even prison terms are appearing more

frequently in judgements.

Intelligence software
We have introduced a new intelligence
software known as NetMap. It will provide us
with modern, flexible intelligence and analysis
capacity by quickly interpreting massive
amounts of data to find trends and links that
will identify problem individuals and
businesses. NetMap is able to find subtle and
often hidden links between people and places,
objects and owners, actions and outcomes, and
describe the connections between them.

This technology has been used by leading law
enforcement and intelligence agencies around
the world including the FBI, New Scotland
Yard, ASIO, and major insurance companies in
their fight against fraud. We will use it for a
wide range of purposes including:
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Performance Information

• tracing the origins of international scam mail
and “sucker lists”

• profiling and identifying importers who pose
a high risk in relation to the distribution of
unsafe children’s toys and other products

• identifying individuals who have obtained
business licences through fraudulent means.

Electronic commerce
Fair Trading is actively engaged in international
efforts to combat fraudulent e-commerce. Each
year participating agencies, in Australia led by
the Australian Competition and Consumer
Commission, sweep the Internet to identify
suspect Web sites. Organised by the
International Consumer Protection and
Enforcement Network (formerly the
International Marketing Supervision
Network) this year’s sweep took place in
February 2003. It focussed on misleading or
deceptive claims about travel arrangements. As
licensing of travel agents in Australia is a State-
based activity, sweep results also noted whether
Australian-based agents disclosed licence
details as required. During the sweep, in which
OFT officers worked from ACCC’s Sydney
premises, a number of sites making
questionable claims were identified and
referred for initial action by the ACCC.

Throughout Australia, the sweep identified
problems on 193 web sites. Of particular
concern was that 31% were not secure sites, yet
were requesting personal details, taking
bookings or accepting credit card details and
12.5% did not disclose the licence number, as
required under individual State legislation.

More effective
Fair Trading prosecutions
A February 2002 report to the Minister for Fair
Trading and the Attorney General (Report to
Ministers of the Working Party on Fair Trading
Prosecutions) sets out a range of actions to
enhance the role of Fair Trading prosecutions
and achieve more consistent sentencing. By
June 2003, a number of important results had
been achieved in conjunction with other
agencies.

• The Property Stock and Business Agents Act 2002
includes a provision allowing a Local Court
to impose a maximum penalty of 100 penalty
units (or $11,000).

• The Crimes (Sentencing Procedure) Amendment
(Additional Charges) Regulation 2002 permits
greater prosecution flexibility by allowing
the court to take account of charges other
than for the principal offence when dealing
with an offender.

1.Outcome: Provision of accurate information to

consumers and traders

   Measure: Level of accuracy of information

provided

2.Outcome: Effective compliance enforcement

and monitoring

   Measure: Percentage of prosecutions which

are successful

Interpretation/comment
1. The Office conducted its fourth structured survey to independently test the accuracy of information provided to

consumers and traders. ACNielsen was engaged to conduct a “shadow shopping” exercise. A sample of 385 calls was

made to customer contact areas across the Office and the response to a range of questions was rated for accuracy,

based on sample answers provided in advance. The contractors found that accurate information was provided in 87% of

calls. Though limitations imposed by the survey sample size must be considered when interpreting the apparent degree

of movement, this is a decline from the excellent results achieved in the two previous years. Absorbing the impact of

two simultaneous, major change initiatives - the introduction of CASonline and new home building complaints - is likely

to have contributed to the results. Overall, this year’s outcome demonstrates one of the key reasons for conducting the

survey on a regular basis - it provides an ‘early warning’ system for anything impacting on service. This year’s results will

trigger targeted and vigorous improvement action.

2. Successful prosecution means prosecutions resulting in conviction as well as prosecutions where the offence is

proven but a conviction is not recorded. The 86% success rate this reporting period reflects an emphasis on the more

minor straightforward matters being dealt with by penalty notice as well as on testing a broader range of offences where

Court results are less predictable.

87% 93% 99% 87% �90%

96% 97% 96.5% 86% �90%

99-00 00-01 01-02 02-03 TargetKey outcome/outcome measure



Page 22 Fair Trading: serving consumers and traders in NSW

• Prosecution practice has been varied to allow
(whenever practicable) for the prosecutor to
address the court on sentence of an offender.

• With the assistance of the Attorney General’s
Department (Bureau of Crime Statistics &
Research), results of Fair Trading

prosecutions are now being included in the
sentencing database of the Judicial
Commission.

• Material on Fair Trading prosecutions
(including sentencing data) has been made
available for presentations to the magistracy.

Court/Tribunal Act No. of matters

Supreme Court

Injunction FT 7

HB 1

Legal Assistance/Intervention FT 8

Other CTTT 1

FT 1

RT 1

SC 1

Other 1

Contempt SC Rules 2

Total 23

District Court

Other FT 1

HB 1

MD 1

PSBA 3

Total 6

Local Court

Licence Complaints PSBA 14

Objections PSBA 26

Cost Applications J 1

Total 41

Administrative Appeals Tribunal

MR 1

Total 1

Administrative Decisions Tribunal

CL 4

FT 10

HB 9

MD 4

PSHD 1

Total 28

Consumer, Trader & Tenancy Tribunal

Show Cause HB 2

Insurance Appeals HB 52

Applications C 1

Total 55

Total all Civil Litigation 154

Civil Litigation

Civil Litigation includes:
• injunctive and ancillary relief in the

Supreme Court
• complaints in the Local and District

Court
• objections in licensing matters under

the Property Stock and Business Agents Act
• proceedings in the Administrative

Decisions Tribunal regarding review
of decisions under the Conveyancers
Licensing Act, Fair Trading Act, Home
Building Act, Motor Dealers Act,
Pawnbrokers and Second-hand Dealers Act
and the Travel Agents Act

• proceedings in the Consumer Trader
and Tenancy Tribunal under the Home
Building Act relating to building
insurance and licence disciplinary
matters.

The Office’s Legal Services Division
also acts or instructs in various courts
and tribunals where the Minister or
Commissioner intervenes in
proceedings.

Legend
C - Credit Act,

CL - Conveyancers Licensing Act,

CTTT - Consumer, Trader and Tenancy

Tribunal Act,

FT - Fair Trading Act,

HB - Home Building Act,

J - Justices Act

MD - Motor Dealers Act,

MR - Mutual Recognition Act,
PSBA - Property, Stock & Business

Agents Act,

PSHD - Pawnbrokers and Second-

hand Dealers Act,

RT - Residential Tenancies Act,

SC - Supreme Court Act,

SC Rules - Supreme Court Rules
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Successful Prosecutions

Act Offences  Penalties  $

Business Names 1 -

Conveyancers Licensing 3  1,427

Electricity Safety 51 25,655

Fair Trading 76 99,075

Home Building 47 71,547

Motor Dealers 206 267,257

Pawnbrokers & Second-hand Dealers 3 768

Property Stock & Business Agents 71 41,078

Trade Measurement 114 54,760

Travel Agents 4 154,373

Total 576 715,940

Penalty Notices

Penalty notices are used in relation to breaches of prescribed statutory provisions. Penalty notices
do not take away the person’s right to have the matter determined by a court and payment of the
penalty does not constitute an admission of liability or prejudice any civil claim relating to the
matter.

Penalty notices and fine totals

Acts Offences  Penalties $

Business Names 15 3,050

Fair Trading 20 10,950

Home Building 246 104,250

Motor Dealers 219 77,010

Pawnbrokers & Second-hand Dealers 5 2,500

Property Stock & Business Agents 121 62,740

Registration of Interest In Goods 4 990

Trade Measurement 90 22,310

Trade Measurement (Weighbridges) Reg 97  41,070

Total: 817 324,870

Trading is developing a comprehensive

strategy to deal with these schemes. The first

part involves interrupting the delivery of scam

mail, and in the longer term, making it

economically unviable for scam promoters to

target NSW or Australian consumers.

Other investigations focused on those

perennial fair trading problems: misleading

advertising and the non delivery of promised

goods or services.

Xpress Priority

This scam mail scheme was operated by
Canadian-based H.M.S. Direct Limited,
Hallstone Products Limited and their principal
officer, David Stucky. Consumers were
promised a substantial cash prize but they were
likely to receive only cheap costume jewellery.
Result. In November 2002, Fair Trading served
notice on Australia Post and seized more than

Significant investigations and
prosecutions

Fair trading

During the year, we concentrated our

investigations on two major types of scam -

false billing, and international mail-order

scams. False billing, also known as telefraud

or invoice fraud, is the practice of unlawfully

demanding payment for the supply of

unsolicited goods or services. It’s a

nationwide problem and is prohibited under

the Fair Trading Act. A multi-state working

party of fair trading agencies is now seeking

to target major operators by obtaining Court

injunctions to put them out of business.

Overseas mail scams are bogus direct mail

promotions in which local consumers

receive unsolicited letters from overseas. In

return for a small payment, the letters promise

substantial rewards such as prizes or cash

benefits - which either never arrive or turn out

to be of far lower quality than promised. Fair
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198,000 scam letters. In May 2003, the Supreme
Court granted far-reaching orders against
Xpress Priority and the promoters of the
scheme. The Court declared that the conduct
contravened the misleading or deceptive
conduct provisions of the Fair Trading Act 1987.
The Court also restrained the promoters from
sending that type of unsolicited scam mail to
Sydney for distribution to addressees in NSW
or elsewhere, and ordered them to destroy the
items of mail already sent to NSW. It is
believed that this is the first time an Australian
Court has ordered the actual destruction of
scam mail.

Australasian Publications and

Advertising Pty Ltd

This trader was engaged in false billing. In this
case the ‘services’ were advertisements to be
published in certain magazines – which were
either non-existent or published in only token
quantities. Result. In December 2002 the NSW
Supreme Court granted interim orders
prohibiting Australasian Publications and
Advertising Pty Limited, publishers of
National Police Bulletin and Statewide
Firefighters, from engaging in any publishing
or advertising activities.

Credit Accounting Consultancy (CAC)

Investigations into this finance broking
consultancy based in Glebe followed a high
number of consumer complaints. CAC
published advertisements offering loan
consolidation and assistance to people in
managing their debts. This was particularly
attractive to people with poor credit histories.
Consumers complained that CAC not only
failed to obtain the loan they had requested, but
that their resulting financial circumstances
were significantly worse than before
approaching the consultancy.

In December 2002, Fair Trading obtained
interim orders in the Supreme Court that
restrained the CAC directors from disposing of
their assets and which led to the closure of the
business. Result. The matter is currently
awaiting a further hearing in the Supreme
Court with a view to obtaining permanent
injunctions against the principal, David Ross,
and several associates from being engaged in
the business of finance broking or arranging
credit.

Trendwest Resorts South Pacific Pty Ltd

This company is involved in the promotion
and sale of timeshare holidays in Australia and
Fiji. There were concerns about misleading
advertising and the use of pressure sales tactics
in promotions. Result. Fair Trading raised these

issues with the company, which agreed to
amend its promotional material and methods.
In November 2002, the Australian Securities
and Investments Commission obtained
consent orders from the company relating to its
promotions. Fair Trading is continuing to
monitor the company’s conduct.

Infinity Forms of Yellow Remember

The company was investigated for misleading
and deceptive health claims used to promote
the sale of its bottled water. The water was
bottled in 50ml containers similar to those
used in prescription and over the counter
pharmacy medicine. The company claimed that
the water could heal a variety of diseases and
illnesses, including weak hearts, PMT,
migraine, anxiety, muscle fatigue, alcohol
dependence, pharmaceutical drug dependence
and cancer. Result. In July 2001 the Minister
warned the public about dealing with Infinity.
In October 2002, the company and its
principals consented to Supreme Court orders
permanently restraining them from falsely
representing the health benefits of their
product, and from carrying on business
supplying any goods stated to be ‘empowered’
to alleviate any physical or psychological
disorders.

Adrema Pty Ltd t/as National Sports

Marketing and Sports Stars Tours

These businesses, which specialised in
arranging travel to international sporting
events, advertised extensively on the Internet.
They sold airline tickets, hotel
accommodation, car hire and ancillary tours.
Adrema collapsed in June 2001, stranding more
than 120 fans who had paid for tours to events
such as Wimbledon, the Ashes cricket tests, and
the British Open Golf. The company was not a
licensed travel agent and consumers lost more
than $600,000. One of the key figures in both
businesses was Ken Elphick, known to
authorities after being jailed for two and a half
years for defrauding the NSW Rugby Union.
Result. In September 2002, the Supreme Court
fined Elphick $22,000. The other director of
Adrema, Stewart Bradley Cahn, was fined $3,000.
Both were ordered to pay compensation totalling
$140,391.00 plus costs and were ordered not to carry
on business as a travel agent.

Australian Roll of Honour Publications

This vanity publisher operates from New
Zealand but previously used a Sydney PO box
and a Sydney telephone number in contacts
with prospective customers (Australia wide).
Complaints relate to accepting payment in
advance and then failing to deliver the
publications within the promised timeframe or

...this is the first time

an Australian Court

has ordered the

actual destruction of

scam mail.
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contact address. A Substantiation Notice was
issued for Demko to justify the various health
benefits and other properties claimed for the
pen. Result. Demko and the company have
agreed to cease promoting and selling the
product at present. They will also remove
various claims from the brochure.

Motor dealers
The Office of Fair Trading regularly inspects

the premises and records of licensed motor

dealers to ensure they comply with the

requirements of the Motor Dealers Act. The

Statewide program examines areas such as:

consignment sale transactions; supply of

roadworthiness certificates; correct keeping

of prescribed records; odometer interference

and the display of vehicles for sale off

licensed premises.

In 2002 – 2003, the program inspected 133

licensed motor dealers in the Sydney

metropolitan area. It particularly targeted auto-

dismantlers to ensure that proper records are

kept, thus minimising the potential for dealing

in stolen vehicles and parts. The program has

resulted in prosecution and disciplinary

action against a number of dealers, including

suspension and cancellation of licences.

LLRAC Pty Ltd t/as Campsie Intersection

This case involved massive odometer
interference by the company and its director,
Elias Boutros. Odometers on 21 cars were
wound back by 1.46 million kms. Result. The
dealer’s licence was suspended in October 2001
and legal proceedings were commenced. The
company subsequently ceased trading. In
September 2002, it was ordered to pay over
$109,000 in fines, costs and compensation to
consumers. The dealer’s licence has been
cancelled and Elias Boutros has been
disqualified for life.

Strike Force Worth

Strike Force Worth was a joint operation with
the NSW Police Service in August 2002,
investigating a major car re-birthing and
property theft racket. Result. Fair Trading
suspended the licences of two motor dealers
and six repairers. Five licensees appealed their
suspensions to the Administrative Decisions
Tribunal, which affirmed four of the
suspensions. Four of the licensees have
surrendered their licences.

John Joseph Byrne

In March 2003 Byrne was convicted for falsely
representing an odometer reading, and for
failing to disclose he was a licensed motor
dealer when he sold a vehicle privately. Result.

Fines and costs totalled over $1,600.

within a reasonable period. Its principal is
Alister Taylor. Result. In December 2002, a
letter from the Commissioner for Fair Trading
was published in the official newsletter of the
Order of Australia Association, advising all
award recipients to be wary of approaches from

Alister Taylor. Fair Trading has set up a national

complaints register and is continuing to write

to recent award recipients, warning them

against dealing with Taylor.  Supreme Court

proceedings have been commenced, seeking

orders to restrain Taylor’s business conduct

and obtain refunds for affected consumers.

Bassem Dodar and AAA Complete Electronic

repairs

The Minister for Fair Trading has previously
named Bassem Dodar as an habitual unfair
trader. The trader fails to return electrical
appliances submitted for repair and fails to
provide warranty on repaired items. Result.

Fair Trading has obtained interim Supreme

Court injunctions against Dodar and associates

to restrain this business conduct in NSW.

Proceedings for permanent injunctions are

continuing.

Questionable advertising

Fair Trading has also been targeting particularly
questionable advertising and promotional
practices in relation to certain products such as
get rich quick schemes, work from home
scams, medical claims, and “m-commerce” via
SMS text messages. These are some of the
more notable cases.

Quarry House International Pty Ltd

The company promotes and sells a health
apparatus, “Dr Levine’s Magnetic Power Knee
Strap”. It claims that this provides fast relief for
sufferers of occasional and chronic knee pain,
and indicates that thousands of doctors and
other health professionals in Europe and the
USA use it to promote pain relief and rapid
recovery for their patients. The company was
issued with a Substantiation Notice to justify
its claims about the product’s health benefits
and its use by health professionals. Result. The
company has agreed to remove all the
questionable health claims references in their
advertising.

Health-Tec Australia

Jason Demko is the sole director of Dental
Warehouse Pty Ltd, trading as Health-Tec
Australia, a Victorian-registered business name.
The business marketed a product described as a
“Miracle Pen to Cure Pain” and a
“transcutaneous nerve stimulation device”. The
promotional brochure identified a NSW

The dealer’s

licence has been

cancelled and Elias

Boutros has been

disqualified for life.
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Nippon Sydney International Pty Ltd

This Cabramatta business imported
secondhand engines, gearboxes and panels, as
partly dismantled vehicles from Japan, and then
sold them to the public. Result. The company
was penalised $4,659 in fines and costs for
failing to hold an auto-dismantlers licence
under the Motor Dealers Act.

Real estate
The focus during 2002 – 2003 was on

enforcing provisions in the legislation which

ensure that agents are always in effective

control of their agency, particularly relating to

staff and procedures involved in the handling

of trust money. The new Property, Stock and

Business Agents Act 2002 which

commences in 2003 enhances and

promotes the agent’s responsibilities in this

regard. Many of the disciplinary matters dealt

with during the year stemmed from

dereliction of these important responsibilities.

Joseph Kok Hoong Yang (also known as

Jackie Young)

Yang’s licence was cancelled for 5 years in
November 2000 when the Licensing Court
found he had misappropriated funds from a
trust account. Fair Trading became aware in
July 2001 that Joseph Yang was effectively in
control of N.E.W.S. Property Group Pty Ltd
and continuing to trade while disqualified.
Following intervention by Fair Trading, Mr
Yang gave the Supreme Court undertakings that
he would stop his involvement in the real
estate industry. In May 2002 Yang was found to
be operating as the Accounts Manager for
Tongsing Properties Pty Ltd, trading as StarEast
Properties in Maroubra.  Result. In August 2002
the Supreme Court found Yang guilty of two
counts of contempt of court and sentenced him
to nine months jail.

Port Macquarie Hastings Rural Sales Pty Ltd

A complaint was received that Port Macquarie
Hastings Rural Sales P/L had been selling
businesses without being appropriately
licensed. Result. The company and one
director, Stuart Morton, were convicted and
fined for unlicensed conduct.

Jason Lee & Yule Properties Pty Ltd (in

liquidation) trading as Richardson & Wrench

Campsie

The company had a history of late bankings and
trust account deficiencies. Result. The

Commissioner suspended the licence of Jason
Lee in November 2002. Subsequently, the
Licensing Court permanently disqualified
Jason Lee and Yule Properties.

Retirement Villages and
Residential Parks
This compliance program concentrated on

ensuring the proper implementation of the

2001 retirement villages legislation. Initial

industry education and information initiatives

were followed by planned inspection

programs and compliance action to target

identified risk areas, and resolve general

complaints. This focus will be continued in

2003-2004 - concentrating on those

operators who continually fail to comply with

their obligations.

Woolcott Court Retirement Village

After Woolcott Village P/L became insolvent,
the Commissioner obtained Supreme Court
orders to appoint an administrator in October
2001. Eight of the eleven residents have
registered leases and are covered by the
provisions of the Retirement Villages Act 1999. The
remaining three residents have unregistered
leases which are the subject of mortgages.
Result. It had been hoped that a purchaser for
the village as an on-going concern would have
been found. Fair Trading is examining a range
of options to resolve the difficult situation for
the residents.

Grevillea Court Retirement Village

An investigation was undertaken following
difficulties with the village’s operation,
including failure to supply essential services to
residents. Result. The Commissioner
successfully applied to the Supreme Court for

appointment of an administrator. As at the end

of August 2003, negotiations with the
administrator were nearing completion to
ensure the continued financial viability of the
village for the benefit of residents.

Vasey Housing Association NSW

Vasey operates five retirement villages in NSW.
It contested Fair Trading’s authority to require
the production of books and records during an
investigation into the actions of the operator.
Result. In September 2002 the NSW Court of
Appeal clarified the principles which apply to
investigator notices issued under the Retirement
Villages Act.

...the Supreme Court

found Yang guilty of

two counts of contempt

of court and sentenced

him to nine months jail.
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Christmas product survey

Fair Trading has conducted a pre-Christmas
product survey for more than 20 years. The
2002 survey was conducted in November and
December, covering a total of 717 stores in
metropolitan Sydney (390 stores) and NSW
country centres (327 stores). Outlets inspected
included major retailers, cheaper discount
variety stores, novelty stores and electrical
retailers.

The survey targeted general consumer products
and electrical articles, particularly the
traditional Christmas articles such as children’s
toys, Christmas candleholders and decorations,
Santa bags, Christmas tree lights, and beanbags.
Approximately 14,000 individual products were
assessed for compliance with fair trading laws.

Although 98% of the products inspected were
considered safe, 79 products were purchased
for further testing and 63 of those failed to meet
safety standards such as the ‘small parts’
requirements and those relating to projectile
toys. Result. All products which failed to meet
safety standards were withdrawn from sale. 157
traders were formally cautioned to comply
with mandatory safety laws and 12 Penalty
Notices were issued. Briefs of evidence are
being prepared recommending the prosecution
of another seven traders.

Electrical articles

It is an offence to sell unmarked and
unapproved declared electrical articles, or non-
declared articles that do not meet minimum
safety requirements, to the general public.
During the last year over 400 shops and market
stalls selling electrical articles were inspected.
As a result 162 suppliers were formally
cautioned and some 17 companies have been
prosecuted and fined for selling unmarked
declared electrical accidents. During the
period suppliers voluntary recalled 27 types of
electrical articles because they were, or may
become, unsafe to use.

Electrical accidents

Thirteen fatal electrical accidents were
reported in New South Wales in 2002 - 2003.
This compares with five fatalities in 2001 –
2002 and eleven in 2000 – 2001. In NSW, the
long term incidence of electrical fatalities per
million of population, shows a continuously
declining trend for the years 1955 to 1996 and
since then has averaged one and a half fatalities
per million of population.

Product safety
This year the product safety area

concentrated on products that posed

dangers for children, in particular toys for

children under three years old, and projectile

toys. Several items were referred to the

Products Safety Committee, such as the Yo Yo

Balls, and baby bath supports. In the

electrical safety area, emphasis was on

certain items for the home – table and floor

lamps, furniture containing downlights and

electrical transformers, as well as battery

chargers sold with electrical scooters. Power

tools were also inspected, particularly at

market stalls and agricultural field days.

Toy safety meeting

The NSW Minister for Fair Trading opened
the meeting of the International Standards
Organisation (ISO) Toy Safety Committee in
Sydney in December 2002. The ISO
Committee brings together toy safety experts
from a large number of countries and seeks to
provide an internationally standardised set of
safety requirements and test methodologies for
children’s toys. Member countries can then
readily adopt these requirements and test
criteria. International standardised criteria
allow for the free flow of traded goods, while
ensuring that safety is not compromised and
that unscrupulous manufacturers cannot shift
unsafe toys from one marketplace to another.

Several Fair Trading officers attended the ISO
meeting, and Australian delegates included two
members of the NSW Products Safety
Committee, which advises the Minister on
safety matters. Agenda items included
discussion of acoustic requirements,
flammability, toxicity, projectile toys, and
corporate social responsibility. Fair Trading had
a particular interest in the projectile toys issue.

Surveys and Inspection Programs

Royal Easter Show

In March 2002, Fair Trading officers inspected
the contents of 249 showbags supplied by nine
exhibitors to ensure that the contents complied
with relevant product safety laws and
guidelines. The annual pre-Show inspection
program is intended to detect potentially
dangerous products before the showbags are
released to the public. There was a high level of
compliance, although two products were
removed as they failed testing.

All products which

failed to meet safety

standards were

withdrawn from sale.
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marketed, and Austwide issued recalls. These
products included eight projectile toys, a
luggage strap, and a pair of sunglasses.

In May 2002, our officers met with company
representatives to discuss Austwide’s
obligations under the Fair Trading Act. Result. In
July 2002, we accepted formal undertakings
from the company under s.73A of the Fair
Trading Act. The company agreed to undertake
appropriate testing of projectile toys, create and
maintain a compliance program consistent with
the relevant Australian Standard 3806 – 1998,
conduct an independent audit of its compliance
program annually from 2002-04 and provide
Fair Trading with a copy of the report.

Pull Back Action Target Game

In November 2002, we conducted urgent
inquiries into the safety of this projectile toy
game, following the death of a six year old boy
in Wollongong who is believed to have choked
to death on one of the small darts from this toy.
The supplier agreed to voluntarily withdraw
the product and issue a national recall.
Inquiries indicated that this product had been
implicated in two other deaths overseas. Result.

The Minister for Fair Trading issued a banning
order under the Fair Trading Act in November
2002, covering the Pull Back Action Target
Game and similar toys with small suction-cap
projectiles. On 28 February 2003, NSW
gazetted an amended projectile toy regulation

Unsafe products.

Youngdown Pty Ltd, subsidiary of Millers Retail

Ltd

Youngdown operates the Go Lo Discount
Variety Stores and Crazy Prices Stores in NSW.
In December 2001 and February 2002, the
company consented to various Supreme Court
orders in relation to the supply of unsafe or
incorrectly labelled products. Youngdown and
a related company, Sungate Pty Limited, also
agreed to pay $80,000 for Fair Trading’s
investigation and legal costs. In November
2002, Fair Trading commenced proceedings
against Youngdown for contempt of court in
relation to breaches of the consent orders from
February 2002, and also sought injunctions to
prevent further conduct in breach of the
product safety requirements of the Fair Trading
Act. Result. In July 2003 the company entered
new consent orders setting in place a
compliance system, and the injunction was
discontinued. The company entered a guilty
plea and was convicted of contempt. The Court
accepted the company’s apology.

Austwide Wholesalers Pty Ltd

In January 2001, Fair Trading cautioned
Austwide about the supply of toys for young
children that did not comply with the Fair
Trading (Product Safety Standards) Regulation.
Subsequent inspections indicated that certain
non-compliant items were still being

Product recalls 2002-2003

Product Reason

August 2002 – Toy Farm Animals Set Fails choking hazard tests in Australian Standard for toys.

September 2002 – Two Children’s Folding Chairs Scissor action in folding mechanism is a potential cutting hazard to

young children’s fingers.

November 2002 – Safe N Sound Royale & Filling from pad is easily removed resulting in a potential choking

Platinum Child Restraint pad hazard to young children.

November 2002 – Pull Back Action Target Game Child choked on small dart included in toy.

December 2002 – Darrel Lea Toy Clock with Confectionary Clock breaks easily. Fails choking hazard tests in Australian

Standard for toys.

December 2002 – Super Gun Projectile Toy Fails eye hazard tests in Australian Standard for toys.

January 2003 16 Piece Lap Art Set Padding contains polystyrene beads. Fails choking hazard tests

in Australian Standard for toys.

January 2003 – Toy Blackboard with Clock Fails choking hazard tests in Australian Standard for toys.

January 2003 – My Lovely Little Train Toy Fails choking hazard tests in Australian Standard for toys.

January 2003 – Candle Holder / Decoration Flammable

February 2003 - Musical Instrument Toy Fails choking hazard tests in Australian Standard for toys.

February 2003 – Super Power Trucks Fails choking hazard tests in Australian Standard for toys.

February 2003 - My First Puzzle Clock Fails choking hazard tests in Australian Standard for toys.

February 2003 – 4 Piece Infant Rattle Set Fails choking hazard tests in Australian Standard for toys.

February 2003 – Toy Monkey with Sounds Fails choking hazard tests in Australian Standard for toys.

March 2003 – Paper Lantern Cover Flammable

April 2003 – Spotlight Stores Christmas Candle Decoration Flammable

June 2003 – Liquid Filled Novelty Bathroom Accessories Contains kerosene. Hazardous to children.

June 2003 - Towelling Baby Bath Frame Does not carry warning labels as required by Fair Trading Act.
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numerous items of pre-packaged meat at
packing houses and distribution points across
NSW.

The results indicated significant areas of
concern, as it appeared that many packers were
including the weight of the packaging material
in the stated weight of the meat, which is in
breach of NSW Trade Measurement
legislation. We identified seven packing houses,
three in NSW and four in other States, that
were packing short-weight cartons of meat.
Result. All those businesses targeted have
entered enforceable undertakings which
require the establishment of compliance
programs and systems to ensure compliance
with the legislative requirements.

New Measurement and Technical Services

laboratory

The Office of Fair Trading administers the Fair
Trading Act 1987 and the Trade Measurement Act
1989. Accurate trade measurement is of
fundamental importance to the whole
community as it is estimated that some $100
billion worth of trade in NSW is conducted by
reference to measurement, such as weight,
volume, or length.

We operate a Standards Laboratory, which
provides highly specialised services. It is
responsible for -

• maintenance of the State Primary Standards
of measurement

• reference standards of measurement with
technical support for the Office and the trade
measurement inspection service

• reference standards of measurement to the
trade measurement service and repair
industry; and

• physical and legal traceability of
measurements to industry and the
community.

We routinely liaise with other government
agencies, the National Standards Commission,
the National Measurement Laboratory,
industry and those in the community requiring
physical and legal traceability of measurement.

The Standards Laboratory had previously been
located at Belmore, but in recent years the
building developed serious deficiencies. The
search to secure more suitable accommodation
was successful when dedicated laboratory and
office accommodation became available at the
National Measurement Laboratory site at West
Lindfield. The NML is located within the
CSIRO, Division of Telecommunications and
Industrial Physics (CTIP). The new premises

which updated the existing safety standards for
projectile toys and ensured that all projectile
toys like the Pull Back Action Target game
meet minimum safety requirements in regards
to potential choking and eye injury hazards.

Secret Code toy

In June 2002, a 6 year-old boy died from
asphyxiation after he inhaled a part of this toy,
which he had placed in his mouth. The toy had
been purchased approximately 2 years before.
The Product Safety Regulation governing
children’s toys requires that toys manufactured
or labelled as suitable for children under 3
years must not contain parts that pose a choking
or inhalation hazard to those children. In this
case, the toy was complex and not intended for
young children. Certain small objects are an
inherent feature of the game, and there were
various warnings about its suitability for certain
ages. Result. Our inquiry showed that the toy
complied with all relevant parts of the
Regulation and Toy Standard. The retailer,
Crazy Clarks, immediately withdrew the
product on being advised of the boy’s death,
and subsequently issued a public recall.

Yo Yo Balls

Following reports of incidents both in
Australia and overseas involving the near
strangulation of young children while using the
goods in play, the Products Safety Committee
recommended that a permanent ban be placed
on Yo Yo Balls. A Prohibition Order under the
Fair Trading Act was introduced on 18 July 2003
prohibiting the supply of this product.

Trade measurement
The trade measurement focus for 2002-2003

was on identifying and inspecting major

packing houses and importers of prepacked

goods. The aim was to ensure consumer

goods comply with trade measurement

requirements before they reach the retail

market. We also devoted considerable

resources to supervising the certification of

large capacity weighing instruments such as

belt conveyor weighers and road

weighbridges used in the transport, grain and

coal industries.

Pre-packaged carton meat

Fair Trading has an active trade measurement
enforcement program to ensure that weighing
and measuring instruments are accurate and
pre-packed articles contain at least the amount
stated on the package. Inquiries commenced
following complaints from meat retail outlets
that pre-packaged carton meat was short-
weight. Our officers inspected and tested

The aim was to

ensure consumer goods

comply with trade

measurement

requirements before

they reach the retail

market.
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were occupied on 1 April 2003. Being located
within the National Measurement Laboratory
enables us to share the highly specialised
technical facilities, and to exchange skills and
expertise with our Commonwealth
counterparts.

Home building
In addition to compliance monitoring,

particular attention was given to restructuring

in preparation for the Home Building Service

becoming fully operational on 1 July 2003.

There will be renewed focus on dispute

resolution and compliance in the coming

year. As well as an Investigation Branch to

undertake compliance activities, two new

branches will be established - these being

Dispute Resolution & Inspections and

Regulatory Analysis & Assessment. The early

resolution of building disputes and the

analysis of the cause of consumer complaints

will receive high priority.

Malik Drif (A1 Renovations &

Constructions Pty Ltd)

Malik Drif is well known to Fair Trading and
has been the subject of previous disciplinary
proceedings. In 1991 his former company had
its licence cancelled for 5 years and Mr Drif
had a personal licence cancelled in 1993. As a
result of complaints received in 2000 regarding
defective and incomplete work, seeking
payments for work not completed and failing
to satisfy orders of the former Fair Trading
Tribunal, Mr Drif ’s licence was suspended in
May 2001 pending the outcome of disciplinary
proceedings. Result. On 23 August 2002 Mr
Drif was permanently disqualified from
holding a licence or being a director of a
company that holds a licence. He was also
ordered to pay a penalty of $11,000.

Leonard Stephens

Following a complaint in 2001, Mr Stephens
was investigated for misrepresentation, failure
to obtain home warranty insurance, taking an
excessive deposit, defective work and breach of
contract.  Although Mr Stephens had
completed only 70% of a contract, he had
convinced his customer to pay almost 100% of
the total contract amount. Result. Mr Stephens
was disqualified from holding a licence for five
years from 12 August 2002.

Peter and Steven Harb

A complaint was initially received concerning
Peter and Steven Harb for not complying with
an order of the Consumer, Trader and Tenancy
Tribunal. The subsequent investigation also
determined there was no warranty insurance on
the work, materials used were not as specified

in the contract and defective work had been
performed. It was also found that Peter Harb
gave false information to the Tribunal. Result.

Peter Harb was disqualified from holding a
licence for five years from 23 October 2002 and
ordered to pay a penalty of $5,000. Steven Harb
was disqualified from holding a licence for two
years from 23 October 2002. Both matters are
currently under appeal to the Administrative
Decisions Tribunal.

Havenview Homes Pty Ltd and Patrick Furci

Havenview Homes were investigated
following two complaints about work carried
out in 2000. The investigation revealed
defective work, breaches of contracts and
failure to obtain warranty insurance. Result. On
5 December 2002 Havenview Homes Pty Ltd
was disqualified from holding a licence for two
years. Patrick Furci (Director and nominated
supervisor for the company) was disqualified
from holding an authority (licence and
qualified supervisor certificate) for two years
and was ordered to pay a penalty of $4,000. The
matter is currently under appeal to the
Administrative Decisions Tribunal.

Charles Cutajar

Mr Cutajar was investigated following a
complaint about defective work on a major
renovation to a home. The investigation
confirmed significant defective work, work not
carried out according to the plans, excessive
deposit taken and the incorrect form of
contract used. Result. On 23 October August
2002 Mr Cutajar was disqualified from holding
a licence for a period of five years. He was also
ordered to pay a penalty of $5,000.

Denis John Tombs

Following a 1998 conviction for unlicensed
contracting, Mr Tombs continued to operate a
roof restoration business on the NSW Central
Coast without a licence. Following further
investigations, Mr Tombs was again before the
Court on 27 September 2002. He was charged
and convicted on six counts: one of contracting
to do residential building work without a
licence, two of carrying out unlicensed work
and three of making false representations about
contractor licenses. Result. Fines and costs
totalled $24,360.

Foreverglaze Roofing Australia Pty Ltd

This company operated a roof restoration
business and targeted elderly consumers.
Customers complained of poor, sub-standard
work, long delays in commencing work and
failure to finish work in many incidents.
Defects often became evident within a very
short time. The company acknowledged

The company has

been permanently

disqualified from

holding a licence...
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Licensee Licence No. Disciplinary Action

Hough, Robert 34520 Disqualified for 2 years.

Yassa, Peter 21967s Disqualified for 5 years.

Tropea, F Q14431 Permanently disqualified and $8,000 penalty.

Drif, Malik 85396c Permanently disqualified and $11,000 penalty.

Cochrane, Andrew 106035c Disqualified for 1 year and $1,500 penalty.

A R Bryne Constructions Pty Ltd 32988 Restrictions imposed on the number and the value of

new contracts it may enter.

Byrne, Anthony Roger Q11741 Required to undertake further studies.

Lawand, C 22306s Disqualified for 10 years.

Champion Home (Sales) Pty Ltd 92732c Restrictions imposed relating to supervision of construction,

reporting requirements and $2,000 penalty.

Mather, Wayne Kenneth 107957c $2,000 penalty.

Stephens, Leonard 15700 Disqualified for 5 years.

Foreverglaze Roofing Pty Ltd 79630c Permanently disqualified.

Matlock Home Security Pty Ltd 100393c Permanently disqualified.

Symin, Anthony 93113c Disqualified for 5 years.

Munro, J 4921s Authority suspended.

Dunn, Raymond Q13262 Disqualified for 5 years and $7,500 penalty. Application for

Internal Review under consideration.

Kristic, J 126256c Disqualified for six months and $1,500 penalty.

Babula, Jerzy 73026c $500 penalty.

PoolTech Industries Pty Ltd 4871c Permanently disqualified.

Carroll, Wayne Don 31231 Disqualified for 5 years and $5,000 penalty.

Aves, Julio 89312c Disqualified for 2 years.

Harb, Peter 65651c Disqualified for 5 years and $5,000 penalty. Subject to

review by Administrative Decisions Tribunal.

Harb, Steven 93973c Disqualified for 2 years.

Havenveiw Homes Pty Ltd 97342c Disqualified for 2 years.  Subject to review by Administrative

Decisions Tribunal.

Furci, Patrick 23655c Disqualified for 2 years and $4,000 penalty.  Subject to

review by Administrative Decisions Tribunal.

Kyle, Victor 66203c Disqualified for 2 years.

Hutchings Electrical Pty Ltd EC40179 Permanently disqualified. Subject to review by

Administrative Decisions Tribunal.

Steven Owen Hutchings EA44989 Disqualified for 10 years and $5,000 penalty imposed.

Subject to review by Administrative Decisions Tribunal.

Denardo, Guiseppe 107729c Disqualified for 2 years.

Charles Cutajar 14446 Disqualified for 5 years and $5,000 penalty.

Lattouf, P 60742c $500 penalty.

Moussa, Naeyf 61697c Disqualified for 5 years.

Burke, Christopher R8469s $1,000 penalty.

P J Houston Pty Ltd 34561 $1,000 penalty.

A Mazzo & A D’Agostino 75851c $1,000 penalty.

Gavan & Shallala Homes Pty Ltd 31002 $250 penalty.

Raymond Goody Q11172 $250 penalty.

Khadir Rahimi 85603c Disqualified for 6 months and $1,000 penalty.

Ali Ghadiri 128189c $500 penalty.

Tony Phillip Tadrosse 124601c Permanently disqualified.

Better Building Group Pty Ltd 115927c Permanently disqualified.

Essam Issa 144007c Disqualified for 2 years.

J Clack Roofing Pty Ltd 118764c Permanently disqualified.

John Frederick Clack R50412 Disqualified for 5 years.

Terikihana Harawira R61918 & L12069 Permanently disqualified.

Home Building Disciplinary Action
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A characteristic

feature of the Office

of Fair Trading is

regionalisation of

services.

warranty claims with customers but
subsequently failed to carry out any warranty
work. Result. The company has been
permanently disqualified from holding a
licence and disciplinary action is currently
pending against its sole director, John White.

Roof + Australia Pty Ltd - William Culleton &

John White

This unlicensed company operated a roof
restoration business and targeted elderly
consumers. Its director, William Culleton and
the General Manager, John White were both
unlicensed. The company misrepresented that
it held a licence. While contracts showed a
licence number of a legitimate licensed
contractor in many cases, the work was not
performed by that person but instead by
unlicensed applicators. The company made
extensive use of telemarketing to obtain sales. A
salesperson would then attend consumers’
premises and convince them that the product
used was an exclusive and unique material with
a 15 years warranty. This was the same tactic
used by Foreverglaze Roofing Pty Ltd. Result.

The Office instructed the company to cease
entering contracts in September 2002. The
company continued to trade and in February
2003 an interim Supreme Court injunction was
obtained. Final orders were obtained in April
2003 restraining Mr White from advertising,
contracting or carrying out residential building
work for a period of five years.

Tony Phillip Tadrosse

Tony Tadrosse had previously been licensed to
do concreting work. His licence expired on 25
June 2002, but he continued to advertise and
carry out concreting and landscaping work in
the Sydney metropolitan area. He also assumed
other names, some of which were those of
licensed contractors. Mr. Tadrosse typically
took large amounts of cash as deposits from his
customers - $34,000 in one instance. His modus
operandi was to start work for the customer,
dig up the yard, do a small amount of
landscaping and then never return to complete
the job. Result. In April 2003 Tony Phillip
Tadrosse was permanently disqualified from
holding a licence. The investigation is
continuing and prosecution for unlicensed
activities and other breaches of the Act may
follow.

Regional compliance

services
A characteristic feature of the Office of Fair
Trading is regionalisation of services. This not
only means local customer services, but it
applies to our compliance functions as well -
with inspectors based in our offices around
New South Wales.

Each year we regularly target unsafe or
unapproved consumer and electrical products,
or those, which do not comply with required
standards. Weighing scales, pre-packaged goods
and petrol pumps are also checked for accuracy.
Licensees such as builders and tradespeople,
real estate agents, motor dealers, travel agents,
pawnbrokers and second-hand dealers are
monitored to ensure they comply with
appropriate legislation.

In 2002-2003 our compliance activities in
regional NSW particularly focused on:

• inspecting owner builder sites for unlicensed
building work and failure to provide
contracts and insurance

• inspecting heavy weighing equipment in the
mining, heavy manufacturing and grain
export industries

• inspecting food retailers to ensure
compliance with the requirement for the sale
of meat by weight

• joint operations with the NSW Police
Service to ensure pawnbrokers and second-
hand dealers were complying with legislation

• inspecting and monitoring travel agents

• a packaging survey for Easter products and
showbags at country fairs and shows

• a Christmas products survey to identify
possible dangerous items such as children’s
toys and electrical goods that do not meet
Australian Standards

• monitoring major entertainment events
before they commence to promote the
Entertainment Industry Code of Practice - to
minimise the likelihood of complaints
concerning, ticket sales and refunds.

Co-operatives compliance
The Registry of Co-operatives & Associations
conducts an ongoing program of compliance
and general inspections of co-operatives, co-
operative housing societies and Starr-Bowkett
societies.

During 2002 - 2003, the Registry completed the
following inspections:

• 9 co-operatives

• 8 co-operative housing society groups

• 27 desk audits of co-operatives

The inspections involve a detailed review of
operations of the organisation to determine if
legislative requirements are being met. Reports
detailing any exceptions identified and
recommendations to assist compliance are
subsequently forwarded to the organisation for
action.

As a result of an inspection of Bankstown
Community Services Co-operative Limited
and concerns about management and member
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issues, an Inquirer was appointed to report on
the workings and financial condition of the
co-operative. As a result of the Inquiry, the
Registrar appointed an administrator to the
co-operative in December 2002.

Late cancellation of REVS interests

On 1 July 2002 the Registration of Interests in Goods
Amendment (Penalty Notices) Regulation 2002 was
enacted. Together with changes to the
Registration of Interests in Goods Act 1986, these
enable REVS to issue penalty notices to interest
holders for the offence of failing to cancel a
registered interest within the required time
after it ceases to exist.

As at 14 May 2003, only two Penalty notices had
been issued as the majority of offences
investigated occurred prior to the enactment of
the Penalty Notice Regulation on 1 July 2002.
However, on each occasion where a ‘late
cancellation of interest’ complaint has been
investigated, REVS has been able to ensure the
prompt removal of the interest, thus assisting
the buyer and seller of the vehicle. Offending
interest holders were also issued with a Penalty
Notice warning letter.

Licensing, registration

and certification
The Government’s On-Line Licensing Project

will be the central theme of OFT’s licensing

activities over the next several years. Phase

One, which provided on-line availability of

selected renewal services, was introduced

early in 2003. The good customer uptake

rate underscores the objective of making as

many Government services as possible

available to the community on-line. Other

developments during the year involved a

range of measures to extract maximum

community benefit from the home building

licensing regime.

On-Line Licensing Project
In response to the NSW Government’s
commitment to provide all appropriate
services on-line, a whole of government
project with multi-agency focus has been
commissioned. Fair Trading is the pilot agency
for this project which is being coordinated by
the Department of Commerce.

Licensing Activity

Licence Type New 01-02 New 02-03 Currently Registered

Motor Dealers 550 426 4,007

Travel Agents 127 120 1,465

Pawnbrokers & Second-hand Dealers 298 249 1,253

Public Weighbridge 14 9 83

Trade Measurement Services 17 19 187

Property, Stock, & Business Agents Licences 1,519 1,911 25,393

Real Estate Certificates 4,257 5,090 13,671

Valuers 153 143 4,935 *

Conveyancers 87 99 423

Building 11,583 13,973 162,043

* This figure includes 1,717  non-practising Valuers

Business Names Register Total

Little movement in total business names registered was recorded in 2002-2003.
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The initial phase of the project was
commissioned incrementally between January
and April 2003. Our customers can now use
this system to lodge business name and
business license renewals and changes of
particulars. The customer take up rates are
evidence of the need for this service channel
with already 25% of business name renewals
and changes of particulars as well as 9% of
business licences being lodged on-line by the
end of June 2003.

Although we have been the only licensing
agency involved in the first phase, Fair Trading
will be one of four key agencies to lead the
second phase of the project which will see the
migration of existing licensing systems to the
new Government Licensing System. It is
anticipated the new system will be available in
2004 - 2005.

Home Building Act reforms

Continuing professional
development for licensees
From 1 January 2004, it will be mandatory for
builders and trade contractors to undertake
continuing education and training to renew
their licence. The initiative is designed to
ensure licensees maintain appropriate skill
levels. The Construction Industry Training
Advisory Board was commissioned to help
develop a model for the project which was
scheduled to be available in July 2003.

Financial soundness of licensees

A financial soundness requirement for the
initial granting and renewal of a licence is being
developed. A draft model has been issued to
industry associations and insurers for
consultation. A final model and
commencement date will be determined after
completion of the Inquiry into the Home
Warranty Insurance Scheme. The
reintroduction of a financial soundness test for
licensing will, as argued by the Campbell
Inquiry, prevent financially marginal builders
from obtaining a licence. However, it will not
limit the right of an insurer to insist on
additional financial resources or guarantees
based on its risk assessment of a particular
builder or project.

Licensing of building consultants

The licensing of building consultants involved
in pre-purchase home inspections is expected
to commence on 1 January 2004. The move is
designed to ensure they have appropriate
qualifications and that their services are
provided in a professional and ethical manner.
A reference group has been established and a
discussion paper has been prepared.

Information for consumers

and traders
Providing information to consumers and

traders is the essential complement to our

policy framework and our compliance and

enforcement roles. This core business helps

the people of NSW understand our fair

trading laws and how they operate. It

accounts for approximately half our staff and

a similar proportion of financial and related

resources. Over the past year we provided

this service on at least 3 million occasions –

by phone and over the counter, through our

Web site and through checks on the Register

of Encumbered Vehicles.

On more than a million other occasions we

assisted customers with licence and

business name related transactions as well

as rental bond lodgements and refunds.

We measurably reach a significant

proportion of the NSW community through

these means alone. But, our information uses

other avenues as well to reach intended

targets. We produce resources for school

students and the range was extended during

the year. People living in regional and

remote areas are exposed to advertising

campaigns, outreach services in numerous

towns and regular newspaper columns.

Ethnic communities benefit from a growing

range of translated information – increasingly

spread through partnerships with ethnic

communities. Business people take

advantage of a broad range of publications

designed specifically for trading fairly in

New South Wales.

A variety of new information products and

initiatives were introduced during the year.

But, with home building regulatory reform

taking centre stage of OFT policy

development, a strong home building focus

for our information production and

distribution efforts was a natural outcome.

Home building information
The Government’s home building reform
initiatives led to a range of new or upgraded
publications and guides. Our consumer
friendly home building contracts were updated
and a new home building Web site was
launched.

Over the past year we

provided this service on

at least 3 million

occasions...
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Fair trading complaints are demand driven. However, complaint numbers

are expected to rise over the coming year as a result of the transfer of the

building conciliation role from the independent Consumer, Trader and

Tenancy Tribunal to the Office of Fair Trading’s Customer Services Division

The movement in Fair Trading phone and counter enquiries over the last five

years represents a relative difference between 1998-1999 and 2002-2003 of

25,753 fewer contacts. However, it is interesting to compare this with the

increase in the number of people using the Office of Fair Trading Web site to

find information. As the graph opposite shows, visitor sessions are rising

solidly – up from 269,000* in the first half of 2002 to 808,000 in the last

financial year. It is natural to see some movement of numbers between

traditional and newer customer contact methods. When comparing the more
than 800,000 Web site visitor sessions to the recent changes in traditional

contacts, it is clear that the Web site is extending Fair Trading’s customer

reach and supplementing the traditional services provided. Visitor sessions

on the Web site are anticipated to continue increasing as the community

further adopts the technology and as Fair Trading continues to enhance the

information and services available through the site. The more than 0.70 M

Fair Trading enquiries received in 2002-2003 demonstrates that there

continues to be extremely high demand for phone and counter services.

*Web site statistical software introduced mid January 2002

Fair Trading Complaints

Fair Trading Enquiries

Web site visitor sessions
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• Our booklet: Buying into a Strata Scheme, was
revised to include a chapter on off-the-plan
sales. The amended booklet became available
in February 2003.

• A New Home Log Book that provides new
homeowners with advice on maintenance
provisions and obligations was produced and
became available in February 2003.

• A consumer brochure explaining the dispute
resolution process and insurance
requirements, which will be mandatory for
builders to give consumers on the signing of
the contract, was developed. It is scheduled
to be available when new home building
contract clauses begin to apply from
September 2003.

• A standard guide on customer service for
builders was introduced in February 2003.

• A guide on standards and tolerances will
define standards of building work and help
builders and consumers agree on what is
acceptable construction. Based on a Victorian
publication, the guide was released on 30
June 2003.

• OFT’s two building contracts have been
updated to comply with amendments to
legislation covering contractual fairness,
requirements for a check-list and signing
page and the introduction of cooling-off
clauses.

• A new home building Web site was
developed and launched on 17 February 2003.
Consumers can access information on
building and renovating, buying off the plan,
post-construction maintenance, contracts and
insurance. Builders and tradespeople can
access information on insurance, licensing,
dispute resolution and customer service.
Builders and tradespeople can also register
for e-mail updates of legislation changes and
current issues. Another significant feature is a
search facility that allows consumers to
check the record of all licensees. By the end
of the financial year, over 164,094 enquiries
had been made to the Web site which is
accessible at: www.fairtrading.nsw.gov.au/
building. 6,785 enquiries were also made to
the Web site’s licence check facility.

• From 1 July 2002 all applicants for Owner
Builder Permits where the value of the work
exceeds $12,000 are required to complete an
approved Owner Builder course. Courses
are run by a number of training providers.

Consumer Week and awards
Our annual Consumer Week focuses public
attention on consumer issues through a range
of community events and a media campaign
directed at key press, television and radio
outlets including ethnic media.

Consumer Week in 2002 was held from 24 to 29
November. The campaign cornerstone was the
launch of a major new initiative - the Scam
Smart Program and the Seniors’ Infomercial.
We conducted key events in Sydney, the
Central Coast, and Tamworth including the
opening of the Tamworth Fair Trading Centre.

We worked with a number of key stakeholders
including NSW Police and the Department of
Ageing, Disability and Home Care to promote
the Scam Smart Program throughout the week.

The NSW Consumer Protection Awards were
once again a highlight of Consumer Week. The
Awards Program honours the many
contributions made by individuals, community
organisations, business, industry associations
and the media in advancing consumer
protection in the community. In 2002, the
number of categories was broadened to
specifically include consumer advocates for
seniors, ethnic and indigenous communities.

Another regular event in Consumer Week is
the Ethnic Media and Community Leaders
Conference. The 2002 Conference was well
attended and extensively covered in the ethnic
media.

Our promotional activities across the State
ensured that Consumer Week and the NSW
Consumer Protection Awards were covered
extensively in the regional media.

Scam Smart
Scams are internationally recognised as a means
of depriving people of their money and
providing little or nothing in return. While
scams affect the whole community, we
identified older people as a particularly
vulnerable target for this type of fraudulent
activity.

To raise older Australians’ awareness of scams
and to provide them with practical resources to
avoid becoming the victims of scam artists, we
developed Scam Smart, an education program
that encourages seniors to “Beat the Cheats!”

With the endorsement of NSW Police and the
Department of Ageing, Disability and Home
Care, we produced printed information in kit
form, including checklists, brochure
information, wallet reminders and a “Scam
Smart House” sticker that warned potential con
artists that the occupant(s) of the house were
scam smart. The Scam Smart information was
also translated into seven community
languages.

...it will be mandatory

for builders and trade

contractors to undertake

continuing education

and training to renew

their licence.
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Television advertising for

seniors
To help spread the Scam Smart campaign message,
we produced a three-minute television
infomercial. This was aired across all regions of
New South Wales for two weeks in November
to coincide with Consumer Week 2002.

The television commercial emphasised the fact
that scams are crimes, and that they should be
reported. (The under-reporting of scams by
embarrassed older people was identified as a
major stumbling block to stopping scam
artists.) The commercial featured the Scam
Smart Kit as well as our popular Seniors’ Guide,
which also contains anti-scam information.

During the two weeks the commercial was on
air, our Fair Trading Centres across the State
received hundreds of requests for the Scam
Smart Kit. As a result of this promotion and
others, over 12,000 kits were distributed by the
end of 2002.

School Projects
Following a number of requests from high
school students and teachers for more
information about our services and the
development of consumer protection in New
South Wales, we created a new section on our
web site - School Projects.

School Projects traces the history of consumer
protection since early colonial days, complete
with historical photographs from the Mitchell
library and from the archives of the Australian
Retailers Association. In addition, School Projects
contains a student’s guide to consumer rights,
and provides the facts about many common
consumer misconceptions. One particular
article looks at how our work affects the
everyday life of all people living in New South
Wales.

Property Conference
The Australasian Real Property Regulators
Conference was held over 2 days in October
2002. Operating under a theme: The way ahead, it
was opened by the Minister for Fair Trading
and was well attended by representatives from
all States and Territories as well as by delegates
from New Zealand, the United States and
South Africa. Besides government speakers,
presentations were also made by
representatives from the Real Estate Institute of
Australia and the property industry.

The business focussed conference resulted in a
key outcomes paper highlighting issues and
priorities in the areas of consumer protection;
industry education; continuing professional
development; Internet marketing and
compliance. Presentations from two overseas

jurisdictions were particularly useful as they
provided insight into other options for
industry regulation. South Australia will host
the next conference in October 2003.

Ethnic Tenancy Education
In our Ethnic Tenancy Education Program we
trialed an alternative and innovative approach to
educating ethnic tenants about their key rights
and responsibilities. Between August and
October 2002 we piloted a new tenancy
brochure in four new-arrival languages -
Bosnian, Dari, Indonesian and Tamil - and two
established languages - Chinese and Vietnamese.

Each language version of the brochure was
customised with the contact details of ethno
specific and multicultural community
organisations that participated in the program
by providing information and referral to
tenants, distributing the pilot brochure and
providing feedback to Fair Trading.

Over 17,000 copies of the brochure were
distributed through community organisations,
real estate agents, housing associations and Fair
Trading Centres.

The results of the pilot showed that our
partnership with ethnic community
organisations was vital for the effective delivery
of this information to people from a non-
English speaking background and new arrivals
in particular.

Co-operatives & Associations

information
Community language versions of two
established publications are now available.
Setting up an incorporated association and A guide to co
operatives are now available in Arabic, Italian,
Spanish and Vietnamese.

Access to Registry information, through the
Web site, has been improved by the addition of
an e-mail address for inquiries and more direct
access for viewing and down loading approved
forms for incorporated associations.

Community schemes

publications
Community schemes cover a range of
recreational facilities as well as rural
subdivisions with irrigation channels as
“association” property, and groups of dwellings
within particular urban precincts or
neighbourhoods. In August 2002 we produced
and distributed a community schemes booklet
to help people understand their rights and
obligations under “community schemes”.

The Living in a Community Scheme publication
examines every aspect of the operations of

...we developed Scam

Smart, an education

program that

encourages seniors to

“Beat the Cheats!”
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community, precinct and neighbourhood
schemes and highlights the important
differences between it and the parallel model -
strata schemes. It is a valuable resource for
anyone living, or thinking of living under these
arrangements.

Good Business Matters
To improve small businesses’ understanding of
their responsibilities to consumers as well as
boost their bottom line in the process, we
developed a new information resource called
the Good Business Matters kit. The kit allows for
tailored information packages to suit specific
business audiences. Designed primarily for
distribution through our Fair Trading Centres,
the ‘pick and pack’ system draws on a range of
new fact sheets - each covering specific topics
or industries. The fact sheets explain the
impact of consumer protection laws on
business operations, but also highlight ways
business people can use ethical trading
practices to cement customer relationships and
so bolster profits.

The kit also alerts small business to the
dishonest activities of unscrupulous operators
who prey on genuine businesses. It provides
valuable tips on ways to beat these cheats. The
kit is essential reading for small business
operators who want to ensure their enterprises
continue to prosper in a competitive
commercial environment.

Buying a car
Buying a car can be an emotional experience.
Sometimes the emotion can blind buyers to the
finer points of their purchase, such as spotting
mechanical faults, checking for outstanding
debts on a vehicle or recognising the pitfalls in
a contract. To provide prospective buyers with
practical information about all the aspects of
buying a car we developed The Car Buyers
Handbook. This resource covers topics such as
where to buy the right car, arranging finance,
mechanical and other checks, vehicle
registration, maintenance and repair. The
Handbook was compiled with the help of the
Roads and Traffic Authority, the Motor Traders
Association, the NRMA, the Motor Accidents
Authority and the Motor Vehicle Repair
Industry Association. The participation of these
agencies will also help with the distribution of
the publication, ensuring a broader reach to its
audience.

REVS information
In addition to its ongoing core objective of
providing details of motor vehicle
encumbrances, REVS looks for other
opportunities to enhance the level of
protection available to the public and industry.
One major initiative currently underway is the
proposed linking of the REVS database to the
National Exchange of Vehicle & Driver
Information System (NEVDIS). This will
enable all REVS searches to be verified against
NSW and national vehicle registration
information including stolen and written-off
vehicle register information maintained on
NEVDIS. In a collaborative effort with the
Roads and Traffic Authority (RTA), further
enhancement to the existing communication
link between the REVS and the RTA’s
computer systems is currently in progress to
facilitate REVS’ proposed access to NEVDIS
via the RTA’s DRIVES24 gateway. The
provision of national information to industry
and consumers through REVS is a valuable and
effective mechanism in the NSW
Government’s fight to prevent and detect
motor vehicle theft. It will have a significant
impact on curbing the movement of stolen
vehicles for the purpose of rebirthing.

Think Smart – Ethnic Education
Our Think Smart program uses a model of
integrated service delivery to increase
awareness of consumer issues among non-
English speaking members of our community.
It’s a long-term commitment to ethnic
communities and includes delivering
community education through formal
community and media partnerships,
community leaders and media conferences,
translated publications and improved education
access.

In 2002, we began providing training to our
community partners and involved a number of
them in a project to create awareness of scams
in their community. Our partners, together
with other ethnic organisations, also
participated in our Ethnic Tenancy Pilot. This
tested alternative approaches to educating
ethnic tenants about their key rights and
responsibilities.

We launched our “ethnic web” in August 2002
at our Ethnic Media and Community Leaders
Conference. The ethnic web is accessible from

The kit also alerts

small business to the

dishonest activities of

unscrupulous operators

who prey on genuine

businesses.

REVS - vital statistics 2002-2003

REVS checks 1,212,5350

Potential savings to clients* $15.95M

Finance industry commitments registered on REVS # $6.55 B

Total encumbrances held on REVS 2.89M

* Based on finance industry estimates that 0.6% of encumbrances result in bad debt.

# Based on total financial encumbrances registered during 2002-2003 multiplied by average loan.
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our Web site home page and provides key
consumer information on a range of topics in
Arabic, Chinese, Greek, Italian, Spanish,
Vietnamese, and Macedonian.

We continued to produce translated
publications in up to 23 languages. All of these
are available electronically from the Web site.
The most popular is the Renting Guide, which is
available in 18 languages, including English.

Think Smart was a finalist in the 2002,
Community Relations Commission
Multicultural Marketing Awards.

Regional services
A new Fair Trading Centre (FTC) at Bathurst
was opened in July 2003 to bring to 17 the
number of regional FTCs ensuring people
living across the State receive fair access to our
services. As well, some of our services are
available from Government Access Centres and
through other agency arrangements.

Besides providing counter and phone services
from FTCs, our regional staff regularly visit
local and remote communities to help
individual consumers, traders, communities
and business organisations understand and
benefit from NSW’s fair trading laws. In 2002 –
2003 a range of these activities were conducted
throughout NSW.

Government Access Centre and other agency locations

Ashford Eden Menindee Rylstone

Balranald Finley Merriwa Scone

Barham Forbes Moama Temora

Boggabilla Forster Moree Tenterfield

Bombala Gilgandra Moruya Tumbarumba

Boorowa Glen Innes Moulamein Ulladulla

Bourke Grenfell Mt Druitt (urban GAC) Walcha

Brewarrina Gundagai Mungindi Walgett

Cobar Hay Murrurundi Warialda

Condobolin Hillston Nambucca Heads Warren

Cooma Holbrook Narooma Wentworth

Coonabarabran Inverell Narrabri West Wyalong

Coonamble Jindabyne Narrandera Wilcannia

Crookwell Kyogle Nyngan Woodenbong

Culcairn Lake Cargeligo Oberon

Dorrigo Lockhart Peak Hill

Dunedoo Maclean Quirindi

Fair Trading Centre locations

Albury Armidale Bathurst Blacktown

Broken Hill Coffs Harbour Dubbo Gosford

Grafton Hurstville Lismore Liverpool

Newcastle Orange Parramatta Penrith

Port Macquarie Queanbeyan Sydney Tamworth

Tweed Heads Wagga Wagga Wollongong

For seniors, we conducted numerous seminars
to mark Seniors Week, assisted with the
presentation of the Premier’s Forum on Aging
program throughout NSW and made special
distributions of our seniors publications such
as The Seniors Guide and the Scam Smart kit.

For young people, we promoted Money Stuff (a
guide to buying mobile phones, cars & renting
a home) at schools and colleges. At the
University of New England we continued with
an ongoing program of informing foreign
students of their consumer rights.

To assist businesses we presented seminars on
fair trading and continued to liaise with local
newspapers to ensure good advertising
standards by distributing our Fair Trading
Advertising Checklist. In the Hunter we
conducted a seminar “Women in
Construction”. This was directed at spouses of
tradespeople in the building industry and has
led to the creation of a network supporting the
building industry’s ‘silent’ partners.

To ensure Aboriginal consumers in regional
and remote areas of NSW have access to our
services, our network of 12 Aboriginal
Customer Service Officers continues to
conduct regular visits to Aboriginal
communities, land councils, support centres
and related indigenous contacts points. We
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distribute culturally appropriate information
materials and we establish partnerships with
other agencies to develop and deliver multi-
agency initiatives targeting the needs of
Aboriginal communities.

Local media was a key outlet for our messages.
We distributed pre-packaged ‘Your Rights’
columns to regional newspapers and
community organisations, who publish them
around the State on a regular basis. We also
participated in regular free-to-air broadcasting
of consumer protection messages on
community radio stations.

Rental Bonds & Tenancy
During the financial year a total of 295,349 new
rental bonds were lodged, an increase of 1.0%
over the previous year.  By contrast, the
number of bonds refunded declined for only
the second time on record, with 275,965 bonds
refunded through 395,885 individual payments.

This represented a decrease of 3.6% in the
number of refunds compared to last year.  The
return to a wider gap between the numbers of
lodgements and refunds, in contrast to 2001 -
2002 where high property vacancy rates were
the norm, resulted in a 3.6% increase in the
number of bonds held in trust at year’s end –
551,777 bonds valued at $529.5 million.

Customers continued to prefer convenient
electronic services to the more traditional face-
to-face services.  During the year tenants,
landlords and real estate agents submitted over
90 % of all claims electronically. By contrast,
5% of claims came through the post and only
3.8% sought a refund over the counter, down
from 4.3% in 2001 - 2002 and 7% in 2000 - 2001.
The proportion of customers requesting their
refund be credited directly to their bank
account increased from 34% in 2001 - 2002 to
38.4% this year. The Rental Bond Internet
Service (RBIS), which allows NSW property

Rental Bonds - number processed and held in trust

Rental Bond and Tenancy enquiries processed
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managers to transact their rental bond business
on-line, 24 hours a day, continues to grow in
popularity. Over 800 real estate agencies were
connected to RBIS at 30 June 2003. The
proportion of claims submitted via RBIS grew
by 45% when compared with the previous year.

During the last year, the number of customers
assisted through the traditional local and
freecall 1800 telephone services declined by
6.4%. The number of tenancy inquiries
decreased only slightly, however the number of
customers seeking rental bond information
over the telephone declined by 9.1% as a
consequence of the growing number of real
estate agencies accessing the convenient rental
bond information available over RBIS.
Property managers used the Service to make
37,797 inquiries and access a range of financial
and other reports. Overall there were 175,192
visits to the site. In recent years, our call centre
staff have struggled to keep up with ever-
increasing volumes of callers. The advent of
RBIS has lessened this pressure - allowing
officers to concentrate on providing a higher
quality of service to customers with more
complex tenancy issues.

Strata Schemes & Mediation
Fair Trading continues to achieve considerable
success in resolving strata scheme complaints
in NSW. The increasing number of people
living in strata situations, particularly in
metropolitan areas, ensures that the incidence
of disputes about the management of strata
schemes continues to rise. In 2002 - 2003 Fair
Trading finalised 922 applications for mediation
- up 6 on the previous year. However, our
mediation services were able to resolve 77% of
these.  Early mediation intervention such as
this reduces the case load on the Consumer,
Trader and Tenancy Tribunal and represents a
considerable saving to the Government and
consumers.

In 2002 - 2003, Fair Trading provided 41,691
owners, occupiers, owners’ corporations,
associations, managing agents and the public
with information about the Strata Schemes
Management Act, the Community Land Management
Act, the services provided by the Office and
dispute resolution processes. This is a demand
driven service. However, the 8% decrease can
also be attributed to the increased availability of
client information and publications on the
OFT Web site.

Strata Schemes enquiries
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Objective three:

Our third key objective acknowledges that we are

accountable for the use of community resources. We aim

to provide customer-focused services that align with the

Government’s social justice objectives and which are

designed and delivered in the most economical, efficient

and cost-effective way.

Accountable use, in all the

Office’s activities, of public

resources

Office of Fair Trading

Access & Equity
Access and equity policies and projects

have been a central part of our work this

year. We have had an Access and Equity

Strategy that has outlined all our projects, as

well as specific plans for Aboriginal people,

ethnic affairs, disability issues and equal

employment opportunity, including the

Spokeswomen’s Program.

Our emphasis has been on ensuring all our

staff, particularly at the local level, provide

services to meet the diverse needs of our

community. This has included an extensive

range of publications in languages other

than English, partnerships with community

organisations, improving access to our

buildings and the employment of Aboriginal

staff to work with indigenous communities.

Aboriginal Employment
Strategy
The Aboriginal Employment Strategy has
maintained the percentage of Aboriginal staff at
over 3% - against the government target of 2%.
We are working towards maintaining these
levels by targeting more mainstream positions

in the future. We have had an increase in
Aboriginal staff progressing in their career
development and skills by taking higher duty
opportunities and secondment opportunities
within and outside the Office. A contributing
factor to this is the information and training
received at the quarterly Network Meetings
where staff from various divisions and branches
are invited to provide information about their
role and the type of work they undertake
within the organisation.

Highlights for 2002-2003

• Six new Aboriginal staff commenced full-
time permanent employment with OFT with
one of the positions being funded through
the Elsa Dixon Program.

• Three Aboriginal employees gained
promotions to full-time permanent positions
within OFT - with one position also being
funded through the Elsa Dixon Program.

• Three Aboriginal employees acted in higher
graded positions for periods of six months or
more.

• Four new Aboriginal staff gained temporary
employment with OFT.

• Three Aboriginal Network meetings took
place during the year with one of the
meetings incorporating the annual OFT
Aboriginal and Torres Strait Islander
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Performance Information

Conference. The Conference focused on the
‘Future direction of Aboriginal and Torres
Strait Islander issues in NSW’. Guest
speakers included high profile community
and government representatives and
Members of Parliament.

• An Aboriginal officer received a Diploma in
Management (Government) after
successfully completing the Management
Development Program conducted by the
Premiers Department.

• Eleven Aboriginal Customer Service
Officers who service Aboriginal and Torres
Strait Islander communities throughout
NSW successfully completed the ‘training
for groups’ component of the Certificate in
Assessment and Workplace Training.

Disability Action Plan
As part of the review of our Disability Action
Plan, we are consulting with a wide range of
disability groups. This will ensure the diverse
needs of people with disabilities are taken into
consideration. We have improved access by
increasing our online information and services,
adopting a system to provide information in
accessible formats, and providing TTYs
(Telephone Typewriters for people who are
deaf or have a speech or hearing impairment) in
five operational areas.

Employment equity
We continued to maintain a nearly 100%
response rate to our EEO Survey of staff. This
enabled us to develop appropriate strategies
according to the needs identified. We exceeded
most of the government targets for percentages
of EEO group members. The policies on
Harassment–Free Workplace and EEO were
promoted across the Office. We advertised
opportunities for scholarships, promotional
positions, and sent out information on
childcare, vacation care and elder care on a
regular basis to all staff. We maintain up to date
information on EEO, careers, training and
employment practices on the Office of Fair
Trading’s Intranet under the Access and Equity
Icon, the Women’s Icon “E-Quality”, the OFT
Policies and Procedures Icon and the Training
Resources Icon. A Career Planning package and
a Merit Selection Guide for Convenors and
Selection Committee members have been
placed on the Intranet for all staff.

We had four six-month placements under the
Migrant Career Development Program for
people from non-English speaking
backgrounds who had overseas skills or
experience that had not been recognised. In
2003 we identified two positions for
advertising to be filled by job seekers or public

91% 89% 95% 94% ≥≥≥≥≥ 90%

69% 75% 80% 78% ≥≥≥≥≥ 75%

90% 90% 91% 91% ≥≥≥≥≥ 90%

98% 94% 97% 94% ≥≥≥≥≥ 90%

95% 91% 96% 94% ≥ ≥ ≥ ≥ ≥ 90%

Key outcomes/measures

Outcome: Customer-focused operations

Measure: level of customer satisfaction with:
•overall quality of service

•waiting time for a service

•staff’s knowledge of subject

•politeness of service staff

•helpfulness of service staff

Interpretation/comment

The Office of Fair Trading conducted its fourth annual survey to independently test customer satisfaction with services to the
public. The survey was conducted by Colmar-Brunton P/L. A group of 440 customers, randomly selected from those who had
recently contacted us, were telephoned and asked to respond to a questionnaire. The figures presented in the above table
indicate percentage of customers satisfied or very satisfied.

Satisfaction levels with all aspects of customer service continue to he high and above the set target levels. The small changes of
results this year compared to those of previous years are only apparent as such small changes cannot be accurately quantified
due to limitations in the sample size.

For aspects of service which are under OFT’s control such as the overall quality of service, staff ’s knowledge of subject,
politeness and helpfulness, the results continue to be high. The results for the waiting times, which depend on the demand
levels, continue to be lower than other aspects of customer service but above the set target level.

99-00 00-01 01-02 02-03 Target
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sector staff who wish to gain experience in the
area in which they have overseas skills. We have
82 staff who speak 28 different languages.

We continue to support our staff with a
disability by having three Disability Network
meetings per year. We recognised the
International Day for People with Disabilities
by inviting guest speakers on disability issues
who kept our staff up to date with current
advancements in the area of disability. We
continue to maintain our policies on disability
recruitment and reasonable adjustment
available to all staff. We are developing a
proposal for training in the area of disability as
part of our Diversity Training. One staff
member is an accredited Auslan speaker for
communicating with customers who have a
hearing disability.

We implemented a Flexible Working Hours
Agreement and conducted a questionnaire on
Work and Carer’s Responsibilities. Two
positions in Information Technology were
targeted as part of the Reskilling Women in the
Public Sector to improve the representation of
women in IT.

We supported members of the EEO groups
through sponsoring networks including the
Spokeswomen’s Network, the Aboriginal and
Torres Strait Islander Network and the
Disability Network. These Networks meet on
a regular basis to support and act as a
consultative mechanism on issues that effect
staff and customers and provide skills
development.

Our goals for 2003-2004 are to:

• use the results of staff focus groups to plan
future EEO activities

• continue building on the success of the
Aboriginal Employment Strategy

• plan EEO activities on the analysis of the
results from the EEO Focus Groups and
questionnaire on Work and Carer’s
Responsibilities

• further develop the Spokeswomen’s Program

• maintain the high staff response rate to the
EEO Survey

• support two work experience placements for
migrants with overseas skills and experience

• conduct diversity training for staff and
develop strategies for employing more staff
with a disability.

Spokeswomen
Our Spokeswomen Program continues to
flourish. At year’s end we had 10 elected
spokeswomen representing our regions and
divisions who provide a range of information
and activities to support our female staff. Five
new spokeswomen commenced during the

year. They were mentored by the outgoing
spokeswomen and supported through training,
teleconferences with our Women’s Liaison
Officer and by attending the Spokeswomen’s
Planning Day and Spokeswomen’s annual
Conference.

The Planning Day was held on 30 April 2003. At
it, a Spokeswomen’s Strategic Plan for 2003-
2004 and target activities for each electorate
were developed. Our previous Plan (2002-
2003) has been used by the Government
Spokeswomen’s Management Committee as an
example of best practice for training new
spokeswomen across the public sector.

We routinely provide information to support
our female staff through a number of mediums.
These include:

• the Women’s Icon – a dedicated channel on the
OFT computer network

• Working Women - a segment in OFT’s
bimonthly staff newsletter

• publication resource centres maintained in
several OFT offices and

• e-mail.

We celebrated International Women’s Day 2003
by presenting two scholarships for women to
attend the Springboard Women’s Development
Course and by conducting three half-day
Women’s Conferences in regional and
metropolitan areas. The theme was Women and
Work. A related initiative was development of a
questionnaire on Work and Carer’s
Responsibilities.

Aboriginal Action Plan
Fair Trading has had an Aboriginal Action Plan
in place for the past four years. Our Aboriginal
and non-Aboriginal staff have been actively
engaging Aboriginal communities. We have
achieved results and are starting to make a real
difference for Aboriginal consumers. But much
remains to be done.

In 2001 – 2002 we evaluated our original Plan.
From this evaluation we have now developed a
new Plan for 2003-2005. It has these seven
overlapping initiatives.

• Regional Aboriginal Services Program. This
will provide regional activities such as,
community outreach and liaison, community
education on general fair trading services and
a gateway to more specialist OFT services.

• Education materials. This includes media and
promotional activities to increase awareness
of OFT services and to give useful
information in culturally appropriate
formats.

• Community Partnerships. This involves the
funding of Aboriginal community

We have achieved

results and are starting

to make a real

difference for

Aboriginal consumers.
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organisations to provide tenancy advice and
advocacy services and to explore
opportunities for other partnerships.

• Aboriginal Employment Strategy. We will
continue to increase the number of A&TSI
staff, to support and provide career
development opportunities for existing staff
and provide Cultural Awareness Training for
all staff.

• Aboriginal Tenancy Program. We will
continue to inform tenants, agents, property
owners and housing providers about their
rights and responsibilities. We will assist
parties to resolve tenancy disputes, establish
effective partnerships with DoH, DAA,
AHO, ATSIC, NSWALC and strive to reduce
discrimination in the private tenancy market.

• Aboriginal Services Strategy for Co-operatives
and Associations. This will enhance service
delivery to Aboriginal co-operatives and
associations through; employment of an
Aboriginal staff member, promotion of the
benefits of the co-operative model to
communities, targeted assistance during the
formations process and ongoing support to
existing co-operatives and associations.

• National Partnerships Project. We will
participate in national projects concerning
consumer protection for Aboriginal people
including the National Indigenous
Consumer Justice Strategy, Book-up
initiative with ASIC, and the Storecharter
initiative with the ACCC. We will continue
improving service delivery to Aboriginal
consumers and building partnerships with
multi-agency initiatives, particularly in
regional and remote NSW.

EAPS (Ethnic Affairs Priorities

Statement)
We have implemented a number of successful
EAPS initiatives. At a policy level, we re -
established our EAPS Consultative Team
which has representation from all areas of OFT
and the CTTT (Consumer Trader and Tenancy
Tribunal). The team meets regularly to provide
input, advice and feedback on ethnic affairs
initiatives. This ensures a coordinated approach
to the planning and implementation of EAPS
issues. At an operational level, we have
continued our ethnic community education
program: Think Smart, which is delivering
information and education services through
community and media partnerships.

Grants
Fair Trading oversees a number of grants

programs, which support service provision

to tenants, consumers seeking advice and

advocacy in relation to personal finances,

and retirement village residents.

Calls for tenancy and financial counselling

grants are made every three years and the

next round of grants for these services will

be called in March 2005 and March 2004

respectively. We closely monitor the funded

services for compliance with funding

agreement requirements and for

accountability for their grant funds. We do

this by way of regular financial reports as

well as field visits.

Property services and home building grants

are also provided by the Office for research,

community education or training projects

which will enhance the professionalism of

those industries and ultimately provide better

outcomes for consumers. The next round of

these two industry programs will focus on

projects that incorporate new legislative

requirements, particularly those in relation to

continuing professional development.

1. Tenants Advice and Advocacy

Program (TAAP) — $6,485,306

2. Credit Counselling Program —

$1,009,674

3. Other Funded Tenancy Projects —

$292,598

4. Ad Hoc grants — $7,000

5. Office of Fair Trading
supplementary funding to FCTF —

$21,296

6. Financial Counselling Trust Fund —

$717,867

7. Home Building Grants Program —

$194,100

8. Property Service Grants Program —

$436,681

9. Co-operatives Development Fund —

$377,064

Total grant allocations

Tenants Advice and Advocacy

Program 2002-05
The year was a very significant one in terms of
the TAAP - with the commencement of new
Program Guidelines and a comprehensive
Expression of Interest process being
implemented for the 2002-05 funding
triennium.
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We have enhanced support to disadvantaged
tenants through significant increases in core
funding and by facilitating payment of the
second increase instalment of the Social and
Community Services Award, which
commenced on 28 November 2002. We also
funded additional legal support for the Parks
and Villages Service funded under the TAAP
and for the specialist Aboriginal tenancy
services which are part of the Program.

23 TAAP services provide assistance to
approximately 21,000 tenants each year,
including assistance with preparation for
Consumer, Trader & Tenancy Tribunal
hearings. We are working closely with the
services on new reporting requirements
introduced in 2002 – 2003. These not only
ensure accountability for the funds provided,
but also provide us with valuable insights into
the work undertaken and the issues involved in
that work.

Financial counselling
As with TAAP services, financial counselling
services which receive a funding contribution
from either the Office’s Credit Counselling
Program (CCP) or the Financial Counselling
Trust Fund benefited this year from the
payment of the second instalment of the Social
and Community Services Award increase.

Apart from providing financial counselling and
credit and debt legal support to approximately
20,000 consumers each year, many of the funded
services also undertake community education
projects in their regions on a range of credit
and financial management issues. This year, the
value of this significant educational work was
recognised through presentations at the 2002
Consumer Protection Awards.

One of the funded services received the
Consumer Service Award for a Community
Organisation and another received the Consumer
Service Award for a Regional Community. The
community education projects for which the
Awards were nominated had both been funded
through the Credit Counselling Program and
we were very pleased to see such positive
results.

In addition, to these two awards, a financial
counsellor funded through a CCP grant was
joint winner of the Consumer Advocate Award,
while another received the Highly Commended
Award in the same category. It is an honour for
us to be able to provide funding support for
people whose dedication to their communities
is of such high order.

Electronic Service Delivery
During 2002-2003 we continued to expand

the range of services delivered with the aid

of technology. The projects described here

demonstrate the increasing emphasis and

reliance on these mechanisms to deliver the

services expected by our customers and the

wider community.

Electronic Self Service (ESS)
Project
We have implemented Electronic Self Service
to allow managers and staff to access human
resource related information. The package
includes:

ARiES

• ARiES (Advanced Reporting Internet
Enquiry System) has been developed as a
reporting tool for managers and supervisors.
It uses information contained within the
CHRIS payroll system.

• It provides managers, supervisors and
appropriate staff with access to up-to-date
employee information and management
reports.

• Managers cannot access employees’ personal
details, but are provided with more general
information about employees within their
working area as well as the reporting
structures of the office.

• ARiES is provided in a series of modules,
each of which is made up of a number of pre-
configured reports.

Kiosk

• KIOSK is the Employee Self-Service tool
that has been developed for Office of Fair
Trading staff.

• Kiosk allows employees to access data held
by Human Resources in the CHRIS payroll
system.

• Employee access is restricted to the
individual employee’s pay and employment
records.

• Within the Employee Self Service
application, employees will be able to update
their own records, for example: change of
address, changes to bank account details.

• Employees will also be able to view and print
their own pay advice.

• When fully developed the workflow facilities
within Kiosk, will allow employees to apply
on-line for leave, and other pay variations
including overtime. Mangers will have the
facilities to approve or decline the
applications, with employees notified of
these decisions on-line.

23 TAAP services

provide assistance to

approximately 21,000

tenants each year...
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CAS on-line
CAS stands for Customer Assistance System.
CAS On-line is an opportunity to improve the
quality and range of services we offer by
providing a self-help facility that will enable
consumers and traders to establish their rights
and responsibilities On-line, 24 hours a day, 7
days a week. In addition to providing OFT
services via the Internet, CAS On-line will
provide OFT Customer Services staff with an
effective and efficient means of providing
timely, consistent and quality information to
customers who contact the OFT by phone or
who visit one of the Fair Trading Centres.
Design and construction of CAS Online
commenced in December 2002, with
implementation anticipated in the first quarter
2003 - 2004.

On-Line Licensing Project
The Office’s involvement in the Government’s
On-Line Licensing Project is a significant
component of our overall electronic service
delivery efforts. More information about the
project is on page 34.

Desktop Integration
This project is designed to facilitate the full
integration of the Desktop Standard Operating
Environment (SOE) into the Network
Operating System (NOS). This initiative is
designed to support the broad goals of the
organisation and is closely aligned with whole
of government initiatives. Our ability to
support sector-based ICT service delivery,
customer-focussed services, integrated
government and electronic commerce will be
significantly improved. The provision of a fully
integrated Desktop will enhance service
delivery, while reducing support and
maintenance costs. The project will be
completed in June 2005.

Internet/Intranet Project
Phase 1 of this project has delivered a re-
designed public Web site and the
infrastructure. The second phase will deliver a
Corporate Intranet that will provide staff with a
convenient and consistent way to access
relevant organisational information and
systems. The implementation of the Corporate
Intranet will yield benefits like improved
customer service and faster and better access to
up-to-date information while savings in
operating costs and a reduction in paperwork
will also be realised. The project was
completed in June 2003.

LAN/WAN Project
Our Lan/Wan upgrade is aimed at building a
strategic network to provide the much needed
communication infrastructure to support the
current and future voice, data and video
requirements of OFT. By the end of the

financial year it was in the final implementation
phase of delivering a robust, reliable, flexible
and dynamic network architecture to support
the needs of the business and to meet
government initiatives like the Government
Licensing Project.

Corporate information Security
Project
Our Corporate Information Security project
was initiated to comply with the Government’s
mandate on developing and implementing an
Information Security Management framework.
The project will also endeavour to address and
improve the security of the business and
systems. The project is continuing to develop
security procedures, standards and an
awareness program. A readiness assessment
will be undertaken with Standards Australia, in
preparation for the security accreditation under
ISO standard 7799.

REVS – voice recognition for
better service
REVS has introduced a voice recognition
system to extend its customer call centre
services. Piloted to industry customers
beginning in June 2003, the service uses
Interactive Voice Recognition technology
which will ultimately allow callers to access
vehicle encumbrance information 24 hours a
day, 7 days a week via the telephone. This fast
efficient service will particularly suit people
calling outside normal business hours or those
unable to use the OFT Internet service. Unlike
other automated systems that use information
keyed in through a telephone keypad, REVS’
new service uses speech recognition. Once
fully available, callers will need only to read
out and confirm the vehicle identifiers and
their vehicle check will be processed - without
human intervention.

The pilot is Stage 2 of a broader computer
telephony integration project to provide better
customer service, improved call centre quality
and efficiency, increased call centre
productivity and various technology
capabilities for future call centre
improvements.

Customer service

improvement

Seamless customer service -
integrated contact centre
During the year, Fair Trading decided to merge
its various phone enquiry services into a single
call-centre. This decision resulted from a
major review of the customer service model,
which involved looking closely at customers’
experience of accessing services. The review

This fast efficient

service will

particularly suit

people calling outside

normal business hours

or those unable to use

our Internet service.
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found that there are very high levels of
satisfaction with most aspects of service, but a
single point for accessing all phone services
would be more convenient for customers.

As a first step, some of the existing areas have
already been consolidated. The business names
registration enquiry service merged with the
Penrith Call Centre, and the Business Licence
Information Service (BLIS), moved to
Parramatta to share facilities with REVS.

With the creation of the Department of
Commerce, there is an opportunity for
broadening the project, and the Steering
Committee has been expanded to include
participation from the other Offices.

Customer service Skills Audit
Accurate and consistent information for
customers is paramount to the Office.  In
addition to regular Customer Satisfaction and
Shadow Shopping Surveys, we have continued
the skills audit for staff in Customer Services
Division.  Periodically, questionnaires are
prepared which contain typical customer
questions on particular fair trading topics.
These are forwarded to every Fair Trading
centre and are completed by all relevant
customer service officers. The questionnaires
are then collated and scored. To date, the audit
results have shown a high level of competency.

Cooperative and Regional
Development Strategy - CARDS
Last year we reported that under the CARDS
project our Registry of Co-operatives &
Associations is giving a priority focus to
promoting and encouraging mutual assistance
endeavours, particularly through the formation
of co-operatives, to assist rural and regional
communities achieve their development
objectives. During the year, the Registry
established networks with key government
agencies and increasingly local councils, to
encourage and participate in regionally targeted
community development programs where its
expertise in the formation of co-operative
organisations can assist a whole-of-government
approach.

To further generate interest in the Strategy, the
Registry is currently developing a co-operative
pilot in the Barwon Darling region of NSW.
The pilot is part of a joint initiative being
undertaken by an alliance of five shire councils
in the region and the Murdi Paaki Regional
Council of ATSIC to develop sustainable social
and economic growth in the Barwon Darling

area. This objective is to reduce unemployment
and improve the quality of life for Aboriginal
communities in the region by helping them
establish commercially viable businesses using
the co-operative structure as the legal
framework for new ventures.

Achievements from this and future pilots will
be developed and promoted under the CARDS
project to showcase the benefits of local level
co-operation in rejuvenating declining
communities in remote areas of NSW.

Staff
During 2002-2003 Fair Trading embarked on

a number of staff related initiatives, in

particular the Women in IT Program. A new

Flexible working hours agreement came into

effect and we commenced a process to

implement salary packaging for non-SES

staff.

Women in IT Program
Two positions in our Information Management
and Technology Branch were identified for
participation in the Government’s “Reskilling
Women in IT” pilot program. The aim of the
program is to develop IT skills and experience
in women who demonstrated an aptitude for a
career in IT. The benefits and opportunities
offered by this project were promoted to staff
to attract applicants. Suitable candidates were
selected through an interview process based on
“Expression of Interests”. Temporary
appointments were made with the view of
filling the positions on a permanent basis at the
conclusion of the project through the merit
selection process.

Flexible working hours
The Flexible Working Hours agreement that
was originally introduced in October 2000 has
been very successful. The Public Sector
Management Office approved OFT’S
mainstream flexible working hours’ agreement
in 2002. The mainstream Flexible Working
Hours agreement and the Inspectors Flexible
Working Hours agreement were implemented
in OFT on 7 October 2002. The new
agreements will be in place for 2 years and
cover all staff, excluding SES and staff working
on rosters. The difference between the
previous and new agreements is that staff can
now take consecutive flex days during the same
settlement period. The Agreement assists staff
to manage work and personal responsibilities,
while continuing to meet the needs of
customers.

This objective is to

reduce unemployment

and improve the

quality of life for

Aboriginal communities

in the region...
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Workers compensation and

rehabilitation
Injury management policy and procedures
were developed during the year through a
consultative process. This has now formed the
basis of how we approach rehabilitation for
both work and non-work related issues.

Occupational health and safety
Following a survey, our staff decided to have
OH&S committees as their preferred
mechanism for consultation on OH&S matters.
Following nominations by staff, OH&S
committees have been formed across the
agency. Their membership reflects the diverse
nature of the work performed by OFT staff.

The committees have worked closely with the
Office’s OH&S working group to ensure we
meet the requirements of the Occupation Health
& Safety Act 2000 and its regulations. A risk
management checklist was developed and it is
being used by managers and the OH&S
committees to conduct safety audits. Policies
and procedures are being reviewed
systematically. A review of our emergency and
evacuation procedure was completed during
the year.

Salary packaging
The Office of Fair Trading has taken steps to
implement salary packaging for Non-SES
employees in accordance with Government
policy. Salary packaging is now provided to
staff through a government contract provider
(McMillan Shakespeare) and will initially
cover salary packaging for:

• Motor Vehicles (novated leases - 100%
private usage)

• Laptop computers

• Superannuation.

The Award was effective from 1 January 2003
but Agencies are able to choose the date of
implementation within a reasonable timeframe.

Accommodation
During the year we completed a number of

accommodation related projects. The

outcome has been a better work

environment for staff, and most importantly, a

greater opportunity to improve service

delivery to business and consumers.

Fair Trading Centre relocations
In 2002 - 2003 the Fair Trading Centres at
Tamworth, Queanbeyan and Port Macquarie
were relocated to new premises and included
improved facilities for our diverse range of
customers. At Tamworth, the FTC was co-
located with the CTTT into a joint facility to
provide a much-improved service to customers
in a more convenient location. All the fit-outs
were achieved on time and within budget.
Additional advantages included more attractive
commercial leases in terms of rent and
location.

Home Building Service
A major program included making
arrangements to accommodate the newly
formed Home Building Service into existing
leased space at Parramatta. This was achieved
through rationalising and re-organising
accommodation within existing leased space in
both the Sydney CBD and Parramatta. The
objective was to optimise the potential rental
savings, identified in our Master
Accommodation Facility plan, whilst achieving
the corporate and strategic accommodation
objectives. The Home Building Service was
scheduled to relocate to Parramatta in August
2003.

Measurement and Technical

Services relocation
In April 2003, our Measurement and Technical
services group relocated from Parramatta and
the Standard Laboratory at Belmore to a new
leased facility within the CSIRO complex at
West Lindfield. OFT has a long-term lease and
has gained access to specialist facilities that
have saved a substantial amount in
establishment and maintenance costs.

...a joint facility to

provide a much-

improved service to

customers in a more

convenient location.
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Fair Trading Publications
º New and revised publications produced in
the 2002-2003 financial year
* Electronic format only

Corporate Publications:

• Annual Reports 1997/1998, 1998/1999, 1999/2000,
2000/2001*

• Annual Report 2001-2002 º
• Customer service standards – our guarantee of service

–English* º, Arabic*, Chinese*, Greek*, Italian*,
Vietnamese*

• Fair Trading and the NSW Privacy Law
• Our Services – English º
• We can help you – English º, Arabic, Bosnian º,

Chinese, Croatian, Farsi*, Fijian*, Filipino*,
Greek, Hindi*, Indonesian º, Italian, Japanese*,
Khmer*, Korean, Macedonian, Polish*, Portuguese*,
Russian*, Serbian*, Spanish, Tamil º, Thai º,
Turkish, Vietnamese

• Advertising checklist for the use of media staff* º

Property and Tenancy Publications:

• Buying a home
• Buying into a strata scheme º
• Buying or selling at auction
• Conveyancing*
• Discrimination and renting
• Ending a tenancy
• Holiday lettings*
• Living in a community scheme º
• New laws for holiday vans º
• New strata schemes management laws º
• Property management
• Renting holiday homes*
• Residential park liaison committees
• Residential park living º
• Residential park owners º
• Residential park residents’ rights – what you should

do if you hear that the park may close º
• Retirement village living
• Retirement village repairs º
• Retirement village residents’ rights – what you should

do if you hear that the village may close º
• Retirement Villages Act  - Dealing with prospective

clients
• Retirement Villages Act  - Effect of the new Act on

existing contracts
• Retirement Villages Act  - Financial accounts
• Retirement Villages Act  - Recurrent charge variations
• Retirement Villages Act  - Residents committees
• Retirement Villages Act  - Statements of expenditure
• Retirement Villages Act  - Strata retirement villages
• Selling your home*
• Starting a tenancy
• Strata disputes º
• Strata living – English º, Chinese, Vietnamese*,

Arabic*
• Strata mediation º
• The renting guide – English º, Arabic, Chinese,

Croatian, Farsi, Greek, Italian, Japanese, Khmer,
Korean, Macedonian, Polish, Portuguese, Russian,
Serbian, Spanish, Turkish, Vietnamese

• What is a retirement village? º
• What you should know before you rent – Bosnian* º,

Dari* º, Indonesian* º, Tamil* º, Vietnamese* º

Building Publications:

• A builders guide to customer service º
• Becoming an owner/builder º
• Building a pool º
• Building inspections – a home buyer’s guide º
• Buying off the plan º
• Electrical accidents in 1999
• Electrical accidents in 2000
• Electrical safety for plumbers
• Electrical safety for workers
• Getting a contractor licence º
• Guide to standards and tolerances º
• Home building checklist – English º, Arabic,

Chinese, Macedonian, Vietnamese
• Home building contract – packet 2 (cost $10.85) º
• Home building contracts – why you should use one º
• Home building reforms as at 1 July 2002 º
• Home warranty insurance º
• Minor works building contract pad 10 (cost $10.85)º
• NSW HIH rescue package – consumers
• NSW HIH rescue package – builders and developers
• Owner-builder approved courses º
• Owner-builder approved equivalent qualifications º
• Post construction º
• Protect your home from termites º
• Renewing your contractor licence º
• Renovations contract pad 10 (cost $10.85)
• Resolving building disputes º
• Swimming pool contract – packet 2 (cost $21.50)

Consumer Publications:

• A student’s guide to consumer rights º
• A seniors guide to consumer rights º
• Backpacker accommodation*
• Banking - reducing your transaction costs – English º,

Arabic, Chinese, Vietnamese
• Booking a holiday through a travel agent*
• Borrowing money – English, Arabic, Chinese,

Vietnamese
• Buying a mobile phone – English º, Arabic, Chinese,

Italian, Vietnamese
• Buying a used car – English, Arabic, Chinese, Italian,

Vietnamese
• Car rental*
• Check the safety of your pool
• Child safe blind and curtains
• Consumer help for the busy traveller
• Consumer tips for travellers: authenticity of indigenous

art and crafts
• Credit cards, and ‘interest free’ deals – English,

Arabic, Chinese, Vietnamese
• Door-to-door sales – English, Arabic, Chinese,
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Italian, Vietnamese
• Electrical power tools º
• Electrical safety guide º
• Exercise your rights – new rules for fitness service

providers
• Gas water heaters º
• Help with credit problems
• In good hands – baby products and you º
• Inflatable pools – consumers º
• Introduction to comparison rates º
• Lay-bys information for consumers
• Little black book of scams º
• Love and loans º
• Moneystuff kit
• Nursery furniture and baby products º
• Pyramid schemes
• Relationship debt – English, Arabic, Chinese,

Vietnamese
• REVS brochure – cars and boats º
• REVS poster – one in 5 used cars repossessed
• REVS poster – would you buy a car or boat
• Safety switches – information for consumers
• ScamSmart kit º
• Scams and how to avoid them – Arabic*º,

Chinese*º, Greek* º, Italian* º, Korean* º,
Spanish* º, Vietnamese* º

• Shopping and refunds – information for consumers º
• Some things to consider before you borrow money –

English, Arabic, Chinese, Vietnamese
• The hard sell º
• The seniors’ guide º
• The shoppers’ guide º
• Toughened glass º
• Toy safety checklist º
• Vanity publishing* º
• Work from home scams – English º, Arabic, Chinese,

Italian, Vietnamese
• Your statutory warranty poster º

Business Publications:

• Advertising º
• A guide to co-operatives – English, Arabic* º,

Italian* º, Spanish* º, Vietnamese* º
• Balloon Payments – a guide for business
• BLIS brochure
• Building customer relationships º
• Business names  º
• Compulsory sign for pawnbrokers
• Corded internal window coverings º
• Credit º
• Customer service º
• Customer service guide*
• Dealing with business scams – English, Arabic* º,

Chinese* º, Greek* º, Italian* º, Korean* º,
Spanish* º, Vietnamese* º

• Disposable cigarette lighters – safety laws
• Good business matters kit º
• Handling complaints and repairs º
• How to form a co-operative
• Inflatable pools – suppliers º
• Interest free offers and promotions – a guide for

business
• Invoice fraud º
• Knives – full kit

• Knives brochure
• Laser pointers – safety laws
• Lay-by sales º
• Model rules for incorporated associations º
• Online services for business º
• Recliner chair
• Refunds info for business º
• Refunds poster
• Registry of co-operatives
• Running an incorporated association
• Sale of meat
• Sales methods º
• Setting up an association – English, Arabic* º,

Italian* º, Spanish* º, Vietnamese* º
• Signage for the sale of meat º
• Soda siphon brochures
• Warranties and repairs º

Aboriginal Publications:

• Aboriginal housing providers
• Book-up
• Book-up: What to look for
• Buying a car
• Discrimination and renting
• Don’t get caught out with credit
• Fair go º
• Fair go poster
• Keeping your kids safe
• Know your rights poster
• Mad choices º
• Need credit?  Well, think again!
• Not just surviving poster
• Problems leasing your home
• Renting a home º
• Renting information for Aboriginal housing providers
• Shopping refunds and lay-bys
• Starting a business º
• Sorting out your tenancy problems º
• Survival day poster
• Thinking of starting a cooperative* º
• Toy safety checklist  º
• What REVS can do for you
• Your rights on renting your home

Other Titles

• Retirement village green – newsletter issue 3, 2002 º
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Advisory Councils
Fair Trading Advisory Council

Ms Margaret Hole, AM  (Chairperson)    (C)
Partner, Solicitor in Legal Firm

Ms Narelle Brown   (C)
Co-ordinator, Ryde Eastwood Financial
Counselling Service

Mr Francis (Frank) Burgess, AM   (I)

Chief Executive Officer, Institute of
Automotive Mechanical Engineers Inc.
Chair of Motor Trade Advisory Council

Ms Karen Cox   (C)
Co-ordinator, Consumer Credit Legal Centre
(NSW) Inc.

Mrs Elizabeth Crouch   (I)
Executive Director, NSW Housing Industry
Association
Chair of Home Building Advisory Council

Mr Malcolm Gledhill   (O)
Solicitor, Slade Manwaring
Chair of Retirement Villages Advisory Council

Mr Phil Marchionni   (C)
Industrial Officer, Australian Association of
Professional Engineers, Scientists and
Managers Australia (APESMA)

Mr David Matthews   (C)  (I)
Director, Bi-Cam Pty Ltd

Mrs Shirley Morgan   (C)  (O)
Aboriginal Employment Co-ordinator,
University of Western Sydney

Mr Rodi Orantia   (O)
Certified Practising Accountant

Dr Gail Pearson   (O)
Senior Lecturer, School of Law, Faculty of Law,
University of New South Wales

Ms Gae Pincus   (C)  (O)
Consultant Lawyer

Ms Phillippa Russell   (O)
Practising Lawyer and Strata Managing Agent
Chair of Property Services Advisory Council

Mr Peter Shearing   (C)
Farmer and Grazier

Mr George Varughese   (C)
Hon. Secretary, Ethnic Communities’ Council
of NSW Inc.

Mr David O’Connor AM
Commissioner for Fair Trading
ex-officio

Home Building Advisory Council

Ms Elizabeth Crouch  (Chairperson)   (I)
Executive Director, NSW Housing Industry
Association

Ms Kim Crestani   (O)
Managing Director, Order Architects Pty Ltd

Ms Penelope Ho   (O)
Senior Lawyer, Corporate and Commercial
Law, Blake Dawson Waldron

Ms Sheryl Kotthoff   (C)
School Administrative Support Staff Member,
Grafton High School

Professor David Lamond   (O)
Director, Sydney Graduate School of
Management

Ms Maxine Leeson   (I)
Managing Director, Stone-Edge Homes

Mr Peter McClelland   (I)  (O)
President, Construction Forestry Mining &
Energy Union

Mr William Peter Meredith   (I)
Director, Housing, Master Builders
Association of NSW

Mrs Gisela Ramensky   (C)  (O)
Lawyer

Mr Salvatore Russo   (C)
Lawyer

Mr Ronald Scott   (I)  (O)
President, Furnishing Industry Association of
Australia (Management Services) Ltd (NSW
Branch)

Mr John Worthington   (O)
Building Consultant, Arbitrator, Mediator

Mr Paul Zammit   (C)
Company Director, Zammit Sales, Marketing
and Management Pty Limited

Mr David O’Connor AM
Commissioner for Fair Trading
ex-officio

Motor Trade Advisory Council

Mr Francis (Frank) Burgess, AM
(Chairperson)   (I)
Chief Executive Officer, Institute of
Automotive Mechanical Engineers (Inc.)

Ms Maria Alessi   (I)
Executive Secretary, Institute of Automotive
Mechanical Engineers (Inc.)

Mr David Allen   (O)
General Manager, Compliance Strategy, RTA

Mrs Cherylene Bolman   (I)
Company Director, Retired

Mr Ronald Bowden   (I)
Acting Chief Executive Officer, Service Station
Association Ltd

Mr John Degen   (C)
Senior Adviser, Government & Corporate
Affairs, State Chamber of Commerce

Mr Garry Hingle   (O)
Secretary, Vehicle Division of the AMWU
(NSW)

Mr Marko Lahtinen   (I)  (O)
Government Liaison Manager, Toyota Motor
Corporation Australia

Mr James McCall   (I)
Deputy CEO, Motor Traders Association
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Mr Robert McDonald   (C)
Senior Manager, NRMA Industry Research,
NRMA Insurance Limited

Mr Alick O’Har   (C)
Financial Counsellor/Co-ordinator, Credit
Line Fairfield

Ms Maryanne Petersen   (O)
Executive Officer, Automotive Training Board

Mrs Margaret Thompson   (C)
Company Director, Automotive Training
Australia

Mr Neil Walker   (I)
Manager, Operational Support &
Development,
Insurance Manufacturers of Australia Pty Ltd

Mr David O’Connor AM
Commissioner for Fair Trading
ex-officio

Property Services Advisory Council

Ms Phillippa Russell  (Chairperson)   (O)
Practising Lawyer and Strata Managing Agent

Ms Mara Ashmore   (C)
President, Property Owners’ Association of
NSW

Mrs Cristine Castle   (I)

Vice President of Real Estate Institute of NSW
Licensed Real Estate Agent

Mr Kevin Clay   (I)
President of Property Industry Council
Licensed Real Estate Agent

Mr Christopher Fitzpatrick   (I)
President of Real Estate Institute of NSW
Licensed Real Estate Agent

Ms Carmen Jauregui   (C)
Co-ordinator, Eastern Area Tenants Service

Mrs Maria Linders   (I)
Managing Director, Linders Strata
Management Pty Ltd

Mr John McIntyre   (I)
Solicitor

Mrs Judith Maher   (C)  (O)
Manager, Complaints, Aboriginal & Torres
Strait Islander Commission

Ms Sonia Minutillo   (I)
Executive Vice President, Australian Liquor,
Hospitality & Miscellaneous Workers Union,
NSW Branch

Ms Pamela Morgan   (O)
Lecturer in Law
Solicitor

Mr Colin Tate (C)
Managing Director, Fuse Agency Pty Ltd

Mr Eric Prince, AM   (I)
Manager, Prince Harrington Valuers Pty Ltd

Miss Kate Vanderfield   (C)
Solicitor in commercial law with Australian
Government Solicitors

Mr Donald Wright   (I)
Director, Stock and Station Agency

Mr David O’Connor AM
Commissioner for Fair Trading
ex-officio

Retirement Villages Advisory
Council

Mr Malcolm Gledhill (Chairperson)   (O)
Solicitor, Slade Manwaring

Mr Reginald Allen   (C)
Retired, village resident

Shirley Bains   (C)
Nominee of the Combined Pensioners &
Superannuants Association

Mr David Bentley   (I)
Manager, Retirement Village

Professor Clifford Blake, AO   (O)
Retired, Vice Chancellor, University of
Adelaide and Charles Sturt University

Ms Kathleen Brewster   (C)
Retired, President of the Council on the Aging

Mrs Barbara Burnham   (C)
Retired, Member of Retirement Village
Residents Association

Ms Joan Carter   (C)  (O)
Retired, Nursing qualifications

Mr John Cowland   (I)
Chief Executive Officer, Illawarra Retirement
Trust

Miss Geraldine Daley   (O)
Solicitor, The Aged-Care Rights Service

Ms Wendy Fisher   (C)
Principal Solicitor, The Aged-Care Rights
Service

Mr Ian Hill   (C)
Retired, Member of the Retirement Village
Residents Association

Mr Nick Reid   (I)
General Manager, Gandel Group, Retirement
Division
Licensed Real Estate Agent

Mr Paul Sadler   (I)
CEO, Aged & Community Services Association
of NSW & ACT

Ms Lynne Wilkins   (C)
Solicitor, Legal Aid Commission of NSW

Mr David O’Connor AM
Commissioner for Fair Trading
ex-officio

Key:
C: Consumer Groups
I: Industry Groups
O: Other Groups (including academic, trade
unions, etc)
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Portfolio Authorities

Consumer, Trader and Tenancy Tribunal
Stockland House
Level 12, 175 Castlereagh Street
Sydney NSW 2000
Ph: 1300 135 399

Co-operatives Council
154 Russell Street
Bathurst NSW 2795
Ph: 02 6333 1400

Registry of Co-operatives & Associations
154 Russell Street
Bathurst NSW 2795
Ph: 02 6333 1400

Rental Bond Board
Level 4, 234 Sussex Street
Sydney NSW 2000
Ph: 02 9377 9000

Statutory Bodies:
• Fair Trading Advisory Council
• Home Building Advisory Council
• Property Services Advisory Council
• Motor Trade Advisory Council
• Retirement Villages Advisory Council

Level 20, 227 Elizabeth Street
Sydney NSW 2000
Ph: 9338 8979

Registrar of Funeral Funds
154 Russell Street
Bathurst NSW 2795
Ph: 02 6333 1400

New South Wales Products Safety
Committee
Level 3, Enterprise House
1 Fitzwilliam Street
Parramatta NSW 2150

Financial Counselling Trust Fund
Level 6, Enterprise House
1 Fitzwilliam Street
Parramatta NSW 2150

Electrical Equipment Safety Advisory
Committee
Level 4, Enterprise House
1 Fitzwilliam Street
Parramatta NSW 2150
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Fair Trading Centres
Our Fair Trading Centres (FTCs) are located at the following addresses. If you are
located outside the Sydney Metropolitan region you can contact the Fair Trading
Centre nearest you on 13 32 20. Calls to this number from within the Sydney
Metropolitan region and from all mobile telephones will be received at our
Penrith Call Centre.

Shop 1R
33 Moore Street
Liverpool 2170

Level 5
400 Hunter Street
Newcastle 2300

184-186 Lords Place
Orange 2800

1 Fitzwilliam Street
Parramatta 2150

518 High Street
Penrith 2750

143 Horton St
Port Macquarie 2444

Shop T7, Civic Plaza
Morisset Street
Queanbeyan 2620

Level 21
227 Elizabeth Street
Sydney 2000

Cnr Kable Ave & Darling Street
Tamworth 2340

43 Wharf Street
Tweed Heads 2485

8 Baylis Street
Wagga Wagga 2650

63 Market Street
Wollongong 2500

1 Fitzwilliam Street
Parramatta NSW 2150

Head Office

Tel: 9895 0111
Fax: 9895 0222

REVS

Tel: 9633 6333
or 1800 424 988 (outside Sydney)
Fax: 9891 5135

234 Sussex Street
Sydney NSW 2000

Rental Bonds

Tel: 9377 9000 or 1800 422 021
Fax: 9377 9371

Tenancy Services

Tel: 9377 9100 or 1800 451 301
Fax: 9377 9371

Aboriginal Tenancy Information

Tel: 9377 9200 or 1800 500 330
Fax: 9377 9371

Strata Schemes and

Mediation Services

Tel: 9338 7900
or 1800 451 431 (outside Sydney)
Fax: 9338 7999

Bradfield Road
Lindfield West NSW 2070

Standards Laboratory

Tel: 8467 4400
Fax: 8467 4444

154 Russell Street
Bathurst NSW 2795

Registry of Cooperatives &

Associations

Tel: 6333 1400 or 1800 502 042
Fax: 6333 1444

490 David Street
Albury 2640

85 Faulkner Street
Armidale 2350

154 Russell Street
Bathurst

Level 3A
13 Kildare Road
Blacktown 2148

32 Sulphide Street
Broken Hill 2880

22 Park Avenue
Coffs Harbour 2450

50 Wingewarra Street
Dubbo 2830

19-21 Watt Street
Gosford 2250

50 Victoria Street
Grafton 2460

Level 3
4-8 Woodville Street
Hurstville 2220

29 Molesworth Street
Lismore 2480

Office Locations
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Index
Aboriginal Action Plan 44
Aboriginal communities 40, 48
Aboriginal consumers 39
Aboriginal Employment Strategy 42
Aboriginal Tenancy Program 45
ACCC 21
Access & equity 42
Accommodation 49
Accurate information 21
Administrative Appeals Tribunal 22
Administrative Decisions Tribunal 17, 22
Advisory Councils 14, 52
Australasian Real Property Regulators

Conference 37
Australia Post 23
Australian Competition and Consumer

Commission 21
Australian Retailers Association 37
BLIS 48
Building Code of Australia 12, 16
Building consultants 34
Building contracts 36
Building Insurers’ Guarantee Corporation 12
Building regulation 16
Business Licence Information Service 48
Business names 18, 33
Call-centres 47
Campbell Inquiry 11, 15, 34
CARDS 48
Care labelling 18
Cars 38
CAS on-line 47
Certification 33
Child safety 27
Christmas product survey 27
Civil litigation 4, 22
Co-operative Capital Units 14
Co-operatives & Associations 1, 37
Co-operatives compliance 32
Co-operatives Development Fund 45
Co-operatives legislation 14
Co-operatives National Working Party 14
Commissioner for Fair Trading 3, 8, 16, 17, 19
Commission payments 16
Community schemes 37
Construction Industry Training Advisory

Board 34
Consumer credit 12
Consumer Credit Code 10, 13
Consumer Protection Awards 36
Consumer, Trader & Tenancy Tribunal 12, 16,

17, 19, 22, 41, 46
Consumer Week 36, 37
Contractor licences 17
Contracts 16
Conveyancers 17
Cooling off period 18
Cooperative and Regional Development

Strategy 48
Corporate objectives 7

Counter enquiries 35
Credit Code 13
Credit Counselling Program 45
Customer Assistance System 47
Customer satisfaction 43, 48
Customer service 3, 47
Deceptive health claims 24
Department of Commerce 1, 3, 6, 33, 48
Dexta Corporation 12
Direct commerce 15
Direct mail promotions 23
Director-General Department of

Commerce 8
Disability Action Plan 43
Disciplinary action 31
Dispute resolution 12, 36
Diversity training 44
Door to door sales 15
E-commerce 21
EEO survey 43
Electrical accidents 27
Electrical safety 14, 27
Electricity 13
Electronic commerce 21
Electronic service delivery 46
Elsa Dixon Program 42
Employment agents 17
Energy and Water Ombudsman 13
Enforcement 3, 20
Ethnic affairs 45
Ethnic communities 34, 38
Ethnic Media and Community Leaders

Conference 36, 38
Ethnic tenancy education 37
Fair Trading Centres 2, 39, 49, 55
Fair trading complaints 35
Fair trading enquiries 35
False billing 23, 24
Finance brokers 13, 16, 24
Financial counselling 46
Financial Counselling Trust Fund 45
Financial soundness of licensees 34
Flexible Working Hours Agreement 44, 48
Fraud 21
Funeral funds 14
Gas appliance safety 13
Good business matters 38
Government Access Centres 2, 39
Government Licensing System 34
Grants 45
Highlights 5
HIH Rescue Package 12
Holiday parks 17
Home building contracts 12
Home Building Grants Program 45
Home building investigations 20
Home building licensing 33
Home building reform 11, 12, 16, 34
Home Building Service 4, 10, 12, 30
Home building Web site 36
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Home maintenance 36
Home warranty insurance 12, 17, 34
Information security 47
Information services 34
Inspections 4, 27, 32
Integrated contact centre 47
Intelligence software 20
International Consumer Protection and

Enforcement 21
Intranet 47
Introduction agencies 14
Investigations 4, 23, 30
Jail terms 15, 20
Joint Select Committee on the Quality of

Buildings 11, 16
LAN/WAN Project 47
Land and Environment Court 17
Legislation 9, 11, 15
Legislative framework 4
Licensed motor dealers 25
Licensing 33
Made in Australia 16
Mail-order scams 23
MCCA 13, 14
Migrant Career Development Program 43
Ministerial Council on Consumer Affairs 13
Misleading advertising 24, 25
Money Stuff 39
Mortgage brokers 16
Motor dealers 18, 25
Motor Vehicle Repairs Industry Authority 18
National Competition Policy 11, 14
National Exchange of Vehicle & Driver

Information 38
Net public benefit test 11
NetMap 20
Network Operating System 47
NEVDIS 38
Occupational health and safety 49
Odometer interference 25
Offences 23
Office hours 2
Office Locations 55
Office of Government Business 8
Office of Government Procurement 8
Office of Industrial Relations 8
Office of Information and Communications

Technolog 8
Older Australians 36
On-Line Licensing Project 3, 33, 47
Owner builders 17, 36
Pay day lenders 13
Penalty Notices 23, 33
Performance information 6, 11, 21, 43
Planning framework 6
Portfolio Authorities 54
Pre-packaged carton meat 29
Product information standards 18

Product of Australia 16
Product recalls 28
Product safety 27
Products Safety Committee 27
Professional development for licensees 34
Program allocations 5
Property conference 37
Property Service Grants Program 45
Property stock and business agents 19
Prosecutions 4, 20, 21, 22, 23
Publications 34, 39, 50
RBIS 41
Real estate 26
Regional compliance 32
Regional services 39
Registration 33
Registry of Co-operatives

& Associations 32, 48
Rental Bond Internet Service 41
Rental bonds 40
Residential parks 13, 26
Retirement villages 26
REVS 33, 38, 47, 48
Royal Easter Show 27
Safety standards 18
Salary packaging 49
Scam Smart 36
Scams 23, 36
School projects 37
Seniors 37
Shadow shopping 21, 48
Showbags 27
Skills audit 48
Spokeswomen 44
Staff 48
Standards and tolerances 36
Standards Laboratory 29, 49
Starr-Bowkett societies 32
Statute law revision 15
Stolen vehicles 25
Strata schemes 19, 41
Strike Force Worth 25
Structure 8
Subordinate legislation review 15
Telemarketing 15
Telephone enquiries 35
Tenancy 40
Tenants Advice and Advocacy Program 45
Textile products 18
Toy safety 27
Trade measurement 29
Unleaded petrol 18
Unsafe products 28
Valuers 17
Vanity publisher 24
Web site 3, 34, 35, 41, 47
Women in IT 44, 48
Workers compensation and rehabilitation 49



phone13 32 20

Language assistance

Ring the telephone interpreting service on 13 14 50 and ask for an interpreter in your
language.The interpreter can then contact the Office of Fair Trading.

Fair Trading Centres – call 13 32 20 for general enquiries

Office of Fair Trading
1 Fitzwilliam Street Parramatta NSW 2150 
PO Box 972 Parramatta NSW 2124
Tel. (02) 9895 0111

www.fairtrading.nsw.gov.au

For help on any fair trading issue call your nearest Fair Trading Centre, or call the
specialist service listed below which is relevant to your enquiry. A range of Fair
Trading services are also available via Government Access Centres (GACs) and
other agency locations throughout regional New South Wales. For details, visit 
the Web site www.fairtrading.nsw.gov.au

Fair Trading
Centre locations

Albury
Armidale
Bathurst
Blacktown
Broken Hill
Coffs Harbour
Dubbo
Gosford
Grafton
Hurstville
Lismore
Liverpool
Newcastle
Orange
Parramatta
Penrith
Port Macquarie
Queanbeyan
Sydney
Tamworth
Tweed Heads
Wagga Wagga
Wollongong

October 2003 FT252

TTY Telephone service for the hearing impaired.

General enquiries....................................................9338 4943

Tenancy enquiries ..................................................9377 9099

REVS enquiries......................................................1300 135 399


