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ABOUT THE HOUSING INDUSTRY ASSOCIATION
The Housing Industry Association (HIA) is Australia’s only national industry association representing
the interests of the residential building industry, including new home builders, renovators, trade
contractors, land developers, related building professionals, and suppliers and manufacturers of
building products.
As the voice of the industry, HIA represents some 40,000 member businesses throughout Australia.
The residential building industry includes land development, detached home construction, home
renovations, low/medium-density housing, high-rise apartment buildings and building product
manufacturing.
HIA members comprise a diversity of residential builders, including the Housing 100 volume builders,
small to medium builders and renovators, residential developers, trade contractors, major building
product manufacturers and suppliers and consultants to the industry. HIA members construct over 85
per cent of the nation’s new building stock.
HIA exists to service the businesses it represents, lobby for the best possible business environment
for the building industry and to encourage a responsible and quality driven, affordable residential
building development industry. HIA’s mission is to:
“promote policies and provide services which enhance our members’ business practices,
products and profitability, consistent with the highest standards of professional and commercial
conduct.”
The residential building industry is one of Australia’s most dynamic, innovative and efficient service
industries and is a key driver of the Australian economy. The residential building industry has a wide
reach into manufacturing, supply, and retail sectors.
The aggregate residential industry contribution to the Australian economy is over $150 billion per
annum, with over one million employees in building and construction, tens of thousands of small
businesses, and over 200,000 sub-contractors reliant on the industry for their livelihood.
HIA develops and advocates policy on behalf of members to further advance new home building and
renovating, enabling members to provide affordable and appropriate housing to the growing
Australian population. New policy is generated through a grassroots process that starts with local and
regional committees before progressing to the National Policy Congress by which time it has passed
through almost 1,000 sets of hands.
Policy development is supported by an ongoing process of collecting and analysing data, forecasting,
and providing industry data and insights for members, the general public and on a contract basis.
The association operates offices in 23 centres around the nation providing a wide range of advocacy,
business support including services and products to members, technical and compliance advice,
training services, contracts and stationary, industry awards for excellence, and member only
discounts on goods and services.
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1. INTRODUCTION
In April NSW Fair Trading released the Complaints Register Guidelines Review the Issues Paper.
The Issues Paper seeks feedback in a number of key areas, including:








threshold number of complaints for a business to appear on the Register
how often the Register should be published
information that appears on the Register
treatment of different business structures such as franchises
notification and review processes for businesses
whether the outcome of a complaint is relevant to the Register, and
how long should complaints information remain publicly available

Importantly, the Issues Paper also limits the areas that it is seeking comment on. It expressly
excludes any comments on the very existence of the Complaints Register itself and the legislation
underpinning the Register.
This exclusion is unfortunate. HIA continues to oppose the existence of the Register.
It is HIA’s experience that the Complaints Register inappropriately releases raw, unsubstantiated
complaints data which results in skewed outcomes that dilutes the utility of the data to help
consumers make more informed choices. The use of a simplistic trigger for inclusion of the Register
i.e. 10 complaints in a month, simply reflects the volume of customers with which a business has
engaged.
The Productivity Commission in its report Consumer Law Enforcement and Administration which was
publicly released on 12 April 2017 observed on page 124 that:

Ideally, any public register of consumer complaints and incidents should incorporate:
 appropriate vetting of complaints before publication
 detailed information about the complaint or incident
 information on the resolution or outcome of the complaint
 where feasible, a mechanism to place complaints and incidents in context.
HIA notes that these characteristics are not features of the NSW Complaints Register
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2. RESPONSE TO QUESTIONS
2.1

INFORMATION APPEARING ON THE COMPLAINTS REGISTER

How relevant is the information published on the Register?

2.2

COMPLAINT OUTCOMES

Should the Complaints Register only include data about complaints received (as opposed to
outcomes?
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2.3

THRESHOLD NUMBER OF COMPLAINTS FOR APPEARING ON THE REGISTER

Should Fair Trading change the minimum number of complaints required before a business
appears on the Register? If so, what should the number be? Why?

2.4

HOW OFTEN SHOULD THE REGISTER BE UPDATED?

2.5

FOR HOW LONG SHOULD THE REGISTER DATA REMAIN PUBLICLY ACCESSIBLE?

How long should each edition of the Register remain published on the NSW Fair Trading
website? Is the current 24 months appropriate, or should it be longer or shorter? Why?

2.6

FRANCHISES, CHAINS AND CORPORATE GROUPS

How well is the current policy on the grouping of franchised businesses working, including
the breakdown by location? What changes would you suggest?
Should the same approach be taken with chains and related companies/corporate groups even
if they operate under different brands? Why?
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2.7

NOTICE TO BUSINESSES

How well has the process of notification to businesses about their imminent appearance on
the Register been working? What changes would you suggest?
Is three working days a suitable period of notice? Should it be shorter or longer?

2.8

FORMAT

What changes, if any, do you think should be made to the published format of the Register?

2.9



That the complaints recorded are ‘unproven’.



That if the consumer is concerned about the number of complaints recorded they
should speak with the trader.



That often NSW Fair Trading is able to assist the parties resolve a complaint.



A link to the Guidelines should be available on each Business List page.



The Business List page should by default contain all the information that is available
when clicking on the business name. Alternatively, a drop arrow next to the business
name should be able to be selected that reveals the additional information available
without leaving the List page.

OTHER ISSUES
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