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Fair Trading Centres
We operate Fair Trading Centres at the 24
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, Bega, Boggabilla, Bombala, Boorowa, Bourke, Brewarrina, Bundarra, Cobar, Condobolin, Cooma,
Coonabarabran, Coonamble, Crookwell, Culcairn, Deniliquin, Dorrigo, Dunedoo, Eden, Finley, Forbes, Forster, Gilgandra, Glen Innes,
Grenfell, Griffith, Gundagai, Hay, Hillston, Holbrook, Inverell, Ivanhoe (Internet Access Point), Kyogle, Lake Cargelligo, Leeton, Lightning
Ridge, Lockhart, Maclean, Moama, Moree, Moruya, Moulamein, Mt Druitt (urban GAC), Mudgee, Mungindi, Murrurundi, Nambucca
Heads, Narooma, Narrabri, Narrandera, Nowra, Nyngan, Oberon, Peak Hill, Quirindi, Rylstone, Scone, Temora, Tenterfield, Tibooburra
(Internet Access Point), Tumbarumba, Ulladulla, Walcha, Walgett, Warialda, Warren, Wentworth, West Wyalong, Wilcannia, Woodenbong.
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The Office of

Fair Trading

The Office of Fair Trading is one of five offices

established within the NSW Department of
Commerce. The Department as a whole produces
an annual report to the Minister for Commerce for

tabling in the NSW Parliament. However, the Office
of Fair Trading measurably reaches a significant
proportion of the almost 7 million people living in

NSW. For this reason and the significant formal role
of the Commissioner for Fair Trading, this additional
report focuses exclusively on activities 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 or repairing 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 complaints help ensure unqualified
or inappropriate people do not conduct their
business in NSW. Our licensing and investigations
cover a range of commercial activities including:
business and retail, residential home building,
motor trade, real estate, retirement villages and
residential parks, product safety, trade
measurement and co-operatives. This encourages

integrity by business and traders and provides
protection for consumers.

Consumer help
Providing information is core business for Fair
Trading. Consumers of everyday goods and
services can use our website or contact our Fair
Trading Centres to obtain information on their rights
and responsibilities or seek 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.

...Fair Trading
measurably reaches
a significant
proportion of the
almost 7 million
people living in NSW.
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Fair Trading

At a glance

1 Compliance related activities can vary significantly year-to-year depending on the mix between long, complex
investigations and shorter, less complex ones which reflects emerging marketplace issues

2 Effective Full-time Positions

Services
Public customers: • Almost 6 million requests for services each year
General community: • 15,015 compliance-related activities1

• 43 pieces of legislation - proactive review
Economic impact: • 503,713 registered business names

• 224,164 licensees

Logistics
Phone: • 1.2 million calls from the general public

handled per year
Counter: • 24 Fair Trading Centres

• 246,549 counter enquiries per year
Website: • 2.032 million visitor sessions per year

(information and transactions)
Other outputs: • 1,525,700 REVS checks

• 559,300 rental bond transactions
Publications: • Over 200 free titles - 25 titles translated in up

to 28 languages
Staff: • 1,076 including the Consumer, Trader &

Tenancy Tribunal (independent statutory
body serviced by OFT)2

Budget: • $160.2 million

We receive almost
6 million requests for
services each year.
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Executive

Summary

We have seen a continuing rise in demand for Fair
Trading services, with almost 6 million requests for
service from the public being handled through
phone, counter, mail and electronic channels in
2005-2006. On more than 31,000 occasions the
public sought help with marketplace disputes and
81% of these were successfully negotiated at an
informal level. To keep pace with community
demand for a fair marketplace, more than 15,000
compliance related activities were conducted -
ranging from inspections and field audits to
investigations and prosecutions, while a legislative
and policy development program ensured New
South Wales' 42 pieces of fair trading legislation
remain up-to-date and balance the rights of
consumers and traders.

Policy and legislative developments
Fair Trading continues to ensure there are fair laws
to govern consumer and trader dealings. Each year
we work through a program to review various laws
to maintain fairness and relevance to the
community. We do this by consulting widely and
using a net public benefit test where social and
economic factors are examined to see if overall
community benefits outweigh costs. Once again
100% of our legislative reviews went through this
process.

A new feature to our review process now ensures
that for each piece of legislation reviewed the terms
of reference include addressing the most
appropriate jurisdiction for its administration. If,
through consultation, it is determined a law would
be better administered by the Commonwealth, NSW
could benefit through reduced costs across all Fair
Trading functions - policy development, community
information and compliance. Two potential areas
are trade measurement and product safety
legislation.

This year we dealt with a wide range of regulatory
issues at a state and national level relating to home
building, accommodation, property, product safety,
trade measurement, telemarketing and motor
vehicle smash repairs.

New laws protect vulnerable consumers from
being exploited by fringe lenders; smoke alarms
must now be fitted to all rental properties; builders
and contractors must prove their identity in person
and meet educational qualifications to obtain a
licence; access to spray paint cans in stores has
been restricted to reduce graffiti; and the smash
repair industry has a mandatory code of practice to
provide safe, quality repairs and protect
consumers' rights.

Community information and assistance
The number of customers accessing Fair Trading
information and services electronically through our
website continues to expand. A 28% increase in
visitor sessions demonstrates the community's
growing demand for electronic information and
services. Tenants, landlords and real estate agents
submitted 90% of all claims for rental bond refunds
electronically. Over the past 12 months we have
undertaken a major upgrade of the internet based
Business Licence Information Service (BLIS). The
new BLIS will enhance this resource and provide
up-to-date licensing and regulatory information for
people establishing or operating a business in
NSW.

We conducted a major review of the various
channels we use to provide services to customers.
The review found that although electronic channels
are becoming increasingly popular, a significant
proportion of the community continues to favour
and demand access to traditional phone and
counter services. During 2006-2007, the review
outcomes will be used to fine tune service delivery
and position Fair Trading to respond to customer
demand in the most appropriate, cost effective way.

The Fair Trading Information Centre (FTIC), which
officially opened in August 2005, has responded to
almost 1 million calls from consumers and traders
on issues such as: strata and tenancy; rental
bonds; home building; business registration;
business licensing information; REVS checks; and
general fair trading matters. Since opening FTIC has
expanded its services to include: home building
licensing, retail bond enquiries and enquiries on
behalf of the Government Information Service.

FTIC has expanded
its services to
include: home
building licensing,
retail bond enquiries
and enquiries for
the Government
Information Service.
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The one-off Think Smart Tenancy Grants program
provided funding to community-focussed
organisations who can deliver tenancy-related
initiatives to a number of specific community
language groups. The grants program is in direct
response to an identified lack of awareness about
renting rights and responsibilities amongst
culturally and linguistically diverse communities in
NSW. This was in addition to our annual grants
programs for: tenants advice and advocacy,
financial counselling, aged care rights, co-
operatives development, and development of
improved training in the home building, real estate
and motor vehicle repair industries.

Fair Trading Week is a special promotion to focus
community attention on topical consumer issues.
We changed the name from Consumer Week to Fair
Trading Week, to better identify with our full range of
our clients, both consumers and traders. The theme
for 2005 was Fair Trading - Open for Business. This
year we released research findings that showed a
very wide gap between traders' awareness of
obligations and their actual knowledge of laws
relating to refunds and advertising. We responded
to this by launching a CD Rom that provides a
wealth of knowledge on the basic issues facing
small businesses, including customer service,
compliance with the law and good business
practice.

Across the state we conducted over 1,100
information programs reaching 45,000 people in the
business sector, seniors, youth, culturally and
linguistically diverse communities, indigenous
communities and the general public.

Compliance and enforcement
A major review examined the cost effectiveness of
Fair Trading's compliance and law enforcement
work. During 2006-2007 the review findings will be
used to deliver a range of resourcing and co-
ordination enhancements to our compliance
programs.

To ensure a fair and equitable marketplace in NSW,
our inspection activities include: real estate agents,
travel agents, motor dealers, auto dismantlers,
home builders, second hand dealers and
pawnbrokers, weights and scanning equipment at
retail outlets, electrical appliances, and petrol flow
meters. Overall our inspectors found a high level of
compliance with legislative requirements.

Home building investigations targeted three major
issues. Operation HOWIE was the first compliance
program to focus on home warranty issues,
operation Staunch targeted unlicensed residential
building activity, and operation Spoke Shave
targeted contractors who advertised to do
residential building work without holding an
appropriate licence.

Fair Trading intensified its fight against false billers
by increasing litigation and public awareness of the
people who deliberately target small businesses
with false claims that advertisements have been
placed in publications. We have also taken court
action to prevent businesses from misleading
consumers with false information about their
products and services.

Our people
We successfully operated within budget to deliver
an increased number of services in 2005-2006. In
the face of this increased demand, two important
service delivery indicators rose during the year -
levels of customer satisfaction and information
accuracy. These achievements are directly
attributable to the diligence and dedication of our
staff - from policy officers helping the Government
prepare the most appropriate regulation for our
State - through to our front-line staff providing
information directly to customers or taking
enforcement action against people who deliberately
chose to trade unfairly.

The management and staff of the Office of Fair
Trading wish to thank the Director-General of the
Department of Commerce, Mr Michael Coutts-
Trotter, for his solid support and commitment to Fair
Trading throughout the year.

We thank the Minister for Fair Trading: the Hon
Diane Beamer MP  for her enthusiasm and energy
in the role, and look forward to supporting her as
well as the Hon John Della Bosca MLC, Minister for
Commerce, throughout the coming year

On his retirement, our appreciation is also extended
to the former Commissioner for Fair Trading, Mr
David O'Connor for his dedication and long term
commitment to Fair Trading in New South Wales.

Lyn Baker
Commissioner for Fair Trading

Overall our
inspectors found

a high level of
compliance with

legislative
requirements.
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Program Allocation - expenses 2005-2006 Program Allocation - average staff* 2005-2006

Objective 2 – Community able to access information and consumer help

Objective 3 – Compliance with fair trading laws

Highlights
Objective 1 – Fair laws governing consumer/trader dealings

• Identification of best jurisdiction to administer fair
trading laws now an aspect of all regulatory
reviews

• Vulnerable consumers protected from fringe
lenders' exorbitant fees and charges

• Fair trading laws assist fight against graffiti by
regulating display and sale of spray paint cans

• Tenancy laws revised to ensure fitting of smoke
alarms in rented properties

• Improved consumer safety for electrical
installations involving stand-alone generators

• More consistent approach to setting application

fees when restoring an expired licence or
certificate.

The Future
• Proposals to require responsible lending by

credit card issuers to be adopted nationwide
• Proposals for consistent state and territory

legislation to address unfair terms in consumer
contracts

• Legislative reforms in the following areas:
- registration of business names
- incorporation of associations
- trade measurement.

• Three new Fair Trading Information Centre
services - home building licence enquiries, retail
tenancies information, Government Information
Service

• Website visitor sessions grow by 28% to more
than 2 million

• 90% customer satisfaction rate exceeds
Australian Standard by 10%

• Cost and productivity savings from emailing
weekly information reports to REVS business
clients

• Special grants assist tenancy rights awareness
for recent arrivals

The Future
• Improved services and access following major

review of service channels
• Faster, simpler access to business licensing

information through upgraded Business Licence
Information Service - BLIS

• Improved qualification requirements for home
building licences

• Cancellation of more than 100 home building
licences that had been obtained using false
qualifications

The Future
• Finance broker investigation program continues

pending new licensing requirements.
• Targeting unlicensed builders, motor dealers,

vehicle repairers, travel agents and property
agents remains a high priority.

Community able to access
information and consumer help
40.2% $63.6M

Fair laws governing
consumer/trader dealings
4.3% $6.9M

Community able to access
information and consumer help
49% 528 staff

Fair laws governing
consumer/trader dealings
4.5% 48 staff

Compliance with
fair trading laws
55.5% $87.9M

Compliance with
fair trading laws
46.5% 500 staff

* Does not include
statutory appointments

• Major review provides blueprint for achieving the
best compliance outcomes through the better
alignment of resources involved in inspection,
investigation and enforcement activities

• Small businesses protected from false billers
through increased litigation, enhanced public
awareness and legislative amendments

• Rogue finance brokers banned for up to 20 years
• $500,000 compensation for victims of finance

broking scam
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Objectives to which the Office contributes but where
it does not directly control the outcome. These are
mostly the very high-level community impact
objectives – for example “fair marketplace,” where
the activities of other agencies in NSW and even
counterparts in other states or overseas have an
impact.

Planning

Framework

As part of the Department of Commerce, the Office
of Fair Trading takes its key objectives from the
corporate plan for the Department as a whole. The
mission and high-level objectives for the
Department are set out on the opposite page. Within
this framework, Fair Trading’s work contributes to
the objective “fair marketplace for consumers and
traders.”

The wording of some of the objectives has been
simplified but they are substantially the same as
reported last year. The hierarchy of objectives
which govern Fair Trading’s operations is set out
below, along with key measures for each of them.

There are two main types of objective in the framework:

Objectives which relate to how well the Office is
delivering specific services – most of these are
much more within the Office’s control (though some,
like the proportion of prosecutions successful,
depend not just on the quality of service but on
factors such as court decisions).

Fair Marketplace for consumers and tradersStrategic priority

Community-level
objective/result

Community-level
indicator

Service-level
objective/result

Service-level
measure

Fair laws governing
consumer/trader

dealings: Appropriate
safeguards for consumers

with minimal restrictions on
business and traders

Community
able to access

information and
consumer help

Compliance with fair
trading laws

•Proportion of legislation
assessed as needed and fair
to both consumers and
traders (net public benefit
test)

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

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

representation

•No. of complaints per
$Billion of Gross State
Product

Provision of responsive
policy development to

community

Provision of effective
enforcement

•Identified government
priorities addressed within
specified timeframes

•Proportion of prosecutions
successful

Provision of accurate
information to consumers

and traders

•% accuracy of information
provided

•% of customers satisfied
with services

Provision of effective
consumer help to public

•% of complaints
successfully resolved
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Department of Commerce Mission

We work to support a climate that makes doing business in NSW
simple and fair for all concerned; and to achieve best value for the
NSW Government through our services and activities

Department of Commerce Corporate Plan 2005 - 2008

•Fair laws governing consumer/trader
dealings

•Community able to access information
and consumer help

•Compliance with fair trading laws

•Fair and responsive regulatory framework
•Accessible information and help for

employers and employees
•Effective compliance with regulatory

regime

•Value maximised for the government and its
agencies in the procurement of ICT, assets,
goods and services

•Costs minimised for government and its
agencies in the procurement and
management of ICT, assets, goods and
services

•Agency and government risks effectively
managed to achieve agency and
government objectives

Fair marketplace for consumers
and traders

Fair and productive
workplaces

Improved NSW Government
Performance



8

A year in review 2005-2006  Fair Trading: serving consumers and traders in NSW

Our

Structure

Brian Given

Assistant
Commissioner

Operations

Andrew
Gavrielatos

A/Assistant
Commissioner

Customer &
Property Services

Steve Griffin
A/General
Manager

Home Building
Service

Rod Stowe

Deputy
Commissioner

• Legal Services
Division

• Compliance &
Standards
Division

• REVS

• Registry of
Co-operatives
and
Associations

• Motor Vehicle
Repair Industry
Authority

• Customer
Services
Division

• Property &
Licensing
Division

• Fair Trading
Information
Centre

• Insurance
Services

• Operations &
Governance

• Licensing &
Industry
Standards

• Policy &
Strategy
Division

Lyn Baker

Commissioner for Fair Trading

The Hon. Diane Beamer MP

Minister for Fair Trading

Minister Assisting the Minister for
Commerce

Minister for Western Sydney

The Hon. John Della Bosca MLC
Minister for Commerce

Office of Industrial Relations

Office of Government
Procurement

Government Chief
Information Office

Office of Public Works and
Services

Director-General
Department of Commerce

Michael Silk

Executive Director

• Fair Trading
Services

• Funding
Programs
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Fair Trading

Legislation

Our legislative and
policy development
program ensured
New South Wales’ 43
pieces of fair trading
legislation remain up-
to-date and balance
the rights of
consumers and
traders.

• Associations Incorporation Act 1984

• Business Names Act 2002

• 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 (yet to
commence)

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

• Co-operatives Act 1992

• Credit Act 1984

• Credit (Home Finance Contracts) Act 1984

• Electricity (Consumer Safety) Act 2004

• Fair Trading Act 1987

• 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

• Motor Dealers Act 1974

• Motor Vehicle Repairs Act 1980

• Pawnbrokers and Second-hand Dealers Act 1996

• Prices Exploitation Code (New South Wales)
Act 1999

• Prices Regulation Act 1948

• Property, Stock and Business Agents Act 2002

• Registration of Interests in Goods Act 1986

• Residential Parks Act 1998

• Residential Tenancies Act 1987

• Retirement Villages Act 1999

• Strata Schemes Management Act 1996

• Summary Offences Act 1998, section 10D
(remainder the Attorney-General)

• Trade Measurement Act 1989

• Trade Measurement Administration Act 1989

• Travel Agents Act 1986

• Valuers Act 2003

• Warehousemen's Liens Act 1935
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A fair regulatory framework is the first of three high-level, community-impact
objectives which contribute to the strategic priority of a fair marketplace for
consumers and traders. A framework which provides consumer safeguards without
unduly restricting business is essential to achieving a fair marketplace. Fair Trading
reviews and develops the regulatory framework in NSW in the areas of consumer
goods and services, accommodation and property services, and home building, and
co-ordinates community consultation, for consideration in government decision-
making.

Agency performance
Provision of responsive policy development to the community

With responsibility for 43 pieces of legislation there is always a substantial program of review and
amendment occurring, and during a typical year other policy issues, not always requiring a legislative
response, may emerge.

Fair Trading’s role in developing the legislative framework is to ensure that statutory/cyclic deadlines for
reviewing principal and subordinate legislation are met, and that, in addition, identified government policy
priorities are acted on in the timeframe required. The year’s most significant policy development issues
are shown in the comment/interpretation below.

Comment/Interpretation
The Government is entitled to expect very high
standards of service in meeting policy development
review deadlines and so the target is set at 100%.

Key projects with deadlines specified by the
Government for 2005-2006 included: anti-graffiti
measures, options to address scalping,

harmonisation of telemarketing regulation, fringe
credit, funeral industry, strata scheme 10 year
sinking fund plans, and motor vehicle insurance
repairs. Timeframes for work required in these
areas were all met.

1 Fair laws governing consumer/
trader dealings
community level result #1

Service delivery objectives/results 01-02 02-03 03-04 04-05 05-06 Target

Result: Provision of responsive policy development
Measure: Percentage of government priorities addressed 100% 100% 100% 100% 100% 100%

within specified timeframe



11

A year in review 2005-2006  Fair Trading: serving consumers and traders in NSW

Snapshot: service-level statistics 2005-2006
Number of pieces of principal legislation in force 43
Bills assented to 5
Acts amended under Statute Law Revision Program 7
Regulations remade under Subordinate Legislation Review Program 3
Regulations in preparation to be remade under Subordinate Legislation Review Program 5

Highlights 2005-2006:

• Vulnerable consumers are now protected from fringe lenders' exorbitant fees
and charges

• Fair trading laws assist fight against graffiti by regulating the display and sale
of spray paint cans

• Tenancy laws have been revised to ensure smoke alarms are fitted in rented
properties

• More consistent approach to setting application fees when restoring an
expired licence or certificate.

Community level indicators

01-02 02-03 03-04 04-05 05-06 Target

Result: Fair Regulatory Framework

% of legislation assessed as needed 100% 100% 100% 100% 100% 100%
and fair to both consumers and traders

Comment/Interpretation
It is very hard to devise a method to directly
measure the ‘fairness’ of the legislative framework
to all sections of the community. The Office has for
some years used an indirect measure to show the
proportion of legislation which has undergone a
rigorous process to ensure it is necessary, and test
community views on its fairness. A net public
benefit test is applied, which involves examining
both social and economic factors. The table shows
the proportion of legislation in force which has
undergone this test or a similar process. During
2005-2006, reviews of legislation concerning
residential tenancies, the funeral industry,
retirement villages, the home building industry,

incorporated associations, consumer credit,
finance broking, responsible lending practices,
unfair contracts, community schemes and uniform
trade measurement all underwent this process,
maintaining this indicator at 100%.

Note: Though legislation obviously has a significant
community impact, the results for this indicator are
much more in the Office’s control than measures
for other community indicators which appear at the
beginning of the next two chapters, as OFT can
ensure that broad community consultation occurs
when legislative change is proposed.
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Fair regulatory framework
During the year Fair Trading dealt with a wide range
of regulatory issues at a state and national level
relating to home building, accommodation,
property, product safety, trade measurement,
telemarketing and motor vehicle smash repairs.

Home builders are now required to prove their
identity in person and meet standard educational
requirements to obtain a licence. The smash repair
industry has a mandatory code of practice to
provide safe, quality repairs and protect
consumers' rights. People living in a residential
park now have improved rights. To reduce the
amount of graffiti in the community access to spray
paint cans has been restricted.

Laws now protect the most vulnerable consumers
from being exploited by credit providers. New laws
mandate that smoke alarms must be fitted to all
premises where people sleep. Regulations now
define the responsibilities of parties in residential
tenancies, residential parks and retirement
villages.

We also commenced other important reviews of
laws applying to residential tenancies, retirement
villages, home building, business names, strata
schemes and community schemes.

New South Wales is a significant participant in
Commonwealth/State working parties developing
proposals for national regulation on issues such as
product safety, telemarketing, finance broking,
unfair contract terms, tenant databases, trade
measurement and co-operatives model provisions.

Optimum regulatory model
In 2005-2006 Fair Trading completed a key project
designed to determine its Optimal Regulatory
Model. The Office is currently responsible for 43
pieces of legislation - down from almost 60 prior to
commencement of the National Competition
Review Program in 1996. The remaining legislation
is reviewed on a cyclic basis to statutory
deadlines. Reviews are conducted under the
auspices of a Steering Committee and terms of
reference are produced for each review. What the
Optimal Regulatory Model project has done is to
ensure that the terms of reference for each review
now includes addressing the issue of the most
appropriate jurisdiction to administer the
legislation. If consultation with stakeholders
(including the Commonwealth Government)
determines a law would be better administered by
the Commonwealth, NSW could benefit through
reduced costs across all Fair Trading functions -
policy development, community information and
compliance. Two potential areas are trade
measurement and product safety legislation. These
are under discussion currently in national forums

(Ministerial Council on Consumer Affairs - MCCA -
and the Standing Committee of Consumer Affairs
Officials - SCOCA) with a view to determining the
appropriate regulatory approach nationally.

Policy development

Smash repairers and insurers
As a result of the tensions between smash
repairers and insurers due to insurers' practices
and changes in the repair industry, there has been a
demonstrated need to put rules into place. The aim
of the rules is to achieve a balanced solution that
protects consumers' rights, provides safe, quality
repairs and maintains a viable smash repair
industry.

On 3 May 2006, the Government announced it will
be developing legislation to support the introduction
of a mandatory code in New South Wales with
enforceable penalties. The code will provide a
framework for fair, reputable business between
insurers and repairers. It will protect the best
interests of consumers. The NSW code will be
based on the voluntary Motor Vehicle Insurance and
Repair Industry Code which has been developed
nationally by insurers and repairers.

The Government will work closely with the Motor
Traders Association and insurers in implementing
the NSW Code. The Code will seek to include:
• a transparent and independent external dispute

resolution mechanism
• the requirement for full disclosure in preferred

smash repairer arrangements
• retention of preferred smash repair status upon

the sale of a business
• the requirement for full disclosure in quoting for

work and payment
• requirements for up front disclosure on whether

insurance policies provide choice of repairer.

Residential tenancy law reform
In July 2005 an Options Paper on Residential
Tenancy Law Reform was released for public
comment. The options paper was distributed to key
interest groups and public submissions were
invited on the range of reform options canvassed in
the paper.

More than 100 submissions were received during
the period. Many of them focused on reforms aimed
at reducing red tape, streamlining procedures,
better balancing the rights of landlords and tenants,
modernising the law and ways to reduce the
volume of disputes. A report on the review is being
drafted for submission to the Government and
further consultation with industry and community
stakeholders will be undertaken before any
amendments are introduced.

Home builders are
now required to

prove their
identity in person.
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Funeral industry reforms
Fair Trading conducted a review of consumer
protection for people organising a funeral. A
telephone hotline and internet survey was
conducted to allow consumers the chance to share
their experiences when arranging a funeral or using
the services of a funeral industry professional. We
also chaired an inter-departmental Committee of all
agencies with some involvement in this area. A
discussion paper was produced by the Committee
which examined issues of concern and possible
options for reform. Fair Trading also co-ordinated
the Government response to the Legislative Council
Standing Committee on Social Issues Inquiry
Report into the NSW funeral industry.

Retirement villages
A statutory review of the Retirement Villages Act
1999 has been completed and the required review
report was tabled in Parliament in March 2005.
Since then there has been ongoing consultation
with village resident and industry groups on the
recommendations of the report. Recommendations
relate to a number of significant areas including
disclosure of information, resident input into
management, capital maintenance and budgets,
deficits and other financial issues.

A legislative proposal is expected to be ready for
introduction into Parliament during the latter half
of 2006.

Home building industry
In 2005, the NSW Government announced a Review
of Licensing in the NSW Home Building Industry.
The terms of reference for the review are
comprehensive and cover all aspects of licensing
from the range of activity covered by the licensing
system, the types of entities that can be licensed,
the fee structure and entry requirements of the
licensing system and the performance
management of licence holders.

The former Commissioner of the Independent
Commission Against Corruption, Mrs Irene Moss,
was appointed to conduct the review, assisted by
Mr Kevin Rice.

The review held extensive consultations with 24
key stakeholder groups representing the building
industry and held four regional public meetings. The
review called for public submissions on the Terms
of Reference. Sixty-six submissions were received
and their comments were taken into account in the
preparation of an issues paper. The issues paper
presented the key concerns raised with the review
as well as a number of options developed in
relation to each issue to assist stakeholders in
formulating their views.

The review has received a further forty-nine
submission on the issues paper. A final report

detailing the review's findings and
recommendations is due to be finalised in the
second half of 2006.

Home building qualification requirements
Following a recommendation from the Independent
Commission Against Corruption, the entry
requirements for building licences were reviewed.
In particular, concerns had been raised about the
operation of the so-called 20 year rule, as it has
allowed applicants to fraudulently manipulate the
system. The outcomes of this review are reported
in Objective Three under Home Building Licensing.

Continuing professional development
The introduction of continuing professional
development for the home building industry was
designed to assist the industry to be more
competitive, reduce the level of disputes and raise
the standards of the industry in the interest of
builders and consumers. In particular it is aimed at
ensuring builders maintain their skill levels.

The program was codified into Commissioner's
Guidelines which clearly set out the requirements.
The guidelines include a new provision which
allows for exemptions in the case of extenuating
circumstances such as serious illness.

Over the past 12 months, information about a
further 140 courses has been added to the
Construction Industry Training Advisory Board
website following the Commissioner's approval of
the courses. These courses cover a wide range of
topics and delivery strategies.

Builders and swimming pool builders are no longer
required to submit a separate annual continuing
professional development statement. They will be
required to make a declaration on their licence
renewal form regarding the completion of the
continuing professional development requirements.
To verify compliance, from time to time an audit
will be undertaken of these declarations.

Review of Australia's consumer
product safety system
In August 2004 the Ministerial Council on Consumer
Affairs (MCCA) released a public discussion paper
setting out options for delivering a more proactive
and efficient consumer product safety system.
Following the receipt of submissions and further
consultations, the Productivity Commission was
engaged in March 2005 to conduct a research study
into the operation of Australia's current consumer
product safety system. The Commission delivered
its final report in January 2006.

The Commission found that while Australia's
consumer product safety system could be
improved it already delivered a reasonable level of

Australia's consumer
product safety
system already
delivers a reasonable
level of product
safety.
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product safety. The Commission's central finding
was that a strong case exists for national uniformity
in the regulation of consumer product safety and
recommended a single law and regulator model be
adopted on a national basis. The single law would
be the Trade Practices Act 1974 with the single
regulator the Australian Competition and Consumer
Commission.

The Commission made various recommendations
to improve the proactive nature of the system
including: incorporating 'reasonably foreseeable
use' in the definition of safety; requiring suppliers to
report products associated with serious injury or
death and introducing a broadly-based hazard
identification system. The Commission also found
that the benefits of a General Safety Provision,
which would place an explicit legal obligation on
businesses to market only safe products, were
unlikely to justify the costs involved.

At the MCCA meeting in May 2006 Ministers’
directed officials to further develop the single law,
single regulator model along with an alternative
harmonisation proposal which would provide a
continuing role for states and territories in the
administration of product safety laws.  Officials
were requested to report to MCCA on the two
options ahead of the next MCCA meeting in
September 2006.

Telemarketing laws
Laws to regulate the practice of selling goods and
services through outbound telephone marketing,
known as 'telemarketing', came into operation in
New South Wales and Victoria on 30 August 2004.

Each State had amended its Fair Trading Act in
accordance with recommendations of a legislative
review report. Although the policy framework
underpinning the new laws is based on similar
principles, specific statutory requirements differ. In
order to assist companies operating across borders
and provide greater protection for consumers, New
South Wales and Victoria agreed to work towards
harmonisation of the laws. As part of the
harmonisation project, consistent exemption
regulations were developed.

An options paper outlining fur ther opportunities for
harmonisation was publicly released in August
2005 and a report with recommendations was
submitted by a joint NSW/Victoria working party in
December 2005. The work on telemarketing laws
highlighted the public opposition to intrusive,
unsolicited telemarketing and in August 2005, the
NSW and Victorian Ministers called on the
Commonwealth Government to introduce a national
Do Not Call Register.

The Commonwealth responded by issuing a
discussion paper in October 2005 and introducing

legislation into the Australian Parliament in May
2006 to establish a national Do Not Call Register in
2007. The legislation, passed in June 2006, also
provides for the development, in consultation with
the States and Territories, of a mandatory industry
standard imposing rules on telemarketers about the
hours during which calls may be made to
consumers. This will provide an opportunity for the
harmonisation project to extend beyond the NSW
and Victorian borders and develop agreed uniform
rules for telemarketing.

Consumer credit code
The Post Implementation Review of the Consumer
Credit Code referred a recommendation for
simplification of the pre-contractual disclosure
regime of the Code to the National Competition
Policy Review of the Code for assessment. It was
considered that this recommendation would assist
competition by making the pre-contractual
disclosure material more accessible to consumers.

New South Wales drafted a background paper for
preliminary consultation, and then a Draft Bill for
general comment. The Draft Bill was circulated in
December 2005. Responses to the Draft Bill made
reference to the need to test the utility of the revised
pre-contractual disclosure proposals.

Finance broking regulation
Fair Trading is chair of a working party which is
developing proposals for national regulation of the
finance and mortgage broking industry. The
development of a regulatory scheme is in response
to a review of broking in Australia conducted by the
Consumer Credit Legal Centre on behalf of the
Australian Securities and Investments
Commission. The report, which was released in
2003, identified a range of unacceptable practices
by brokers which have resulted in significant
losses to consumers.

Proposals to address those practices were
canvassed at a forum attended by all major
industry representatives and provided the basis for
a Consultation Regulatory Impact Statement for
public comment.

The consultation paper outlining proposals for a
national regulatory scheme evoked considerable
interest. Responses from all affected parties
provided detailed comment, which has been
instrumental in crafting the final proposals.

Responsible lending practices
Fair Trading is developing proposals to require
responsible lending by credit card issuers to be
adopted nationwide. The proposals will reflect
community concerns with card issuers'
assessment practices which appear to result in
consumers being granted credit far in excess of
what they can repay, or what they would choose if

Proposals for
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given the opportunity to state the credit limit
required. Offers of credit limit increases without an
assessment of the consumer's capacity to repay
can also result in credit limits that have not kept
pace with incomes.

NSW is drafting a Discussion Paper for public
comment. This is being drafted as a Consultation
Regulatory Impact Statement in accordance with
guidelines issued by the Council of Australian
Governments. It is expected to be released in the
second half of 2006.

Unfair contract terms regulation
It was agreed in 2003 to develop proposals for
consistent state and territory legislation to address
unfair terms in consumer contracts. Following
analysis of the submissions received during the
public consultation process in 2004, a Working
Party has drafted a Regulatory Impact Statement.

The Regulatory Impact Statement considers the
nature and incidence of unfair contract terms, and
current responses to the issue in Australia and
overseas, including the implementation of the
Unfair Terms in Consumer Contracts provisions in
the Victorian Fair Trading Act 1999. It then assesses
the costs and benefits of options with respect to the
regulation of unfair contract terms.

Negotiations are currently underway with the
Commonwealth Office of Regulation Review
regarding finalisation of the Regulatory Impact
Statement. Once the Regulatory Impact Statement
is approved by the Ministerial Council on Consumer
Affairs, it will be publicly released.

Tenant database regulation
Tenant databases are operated by private
companies who collect information about tenants
and make it available to real estate agents. Agents
use this information to assess a person's rental
history when considering an application to rent a
property.

In response to the problems caused by tenant
databases in New South Wales, the Property Stock
and Business Agents Regulation was amended in
2004 to establish rules of conduct to govern the use
of databases by real estate agents.

Fair Trading has also been involved in moves to
regulate tenant databases at a national level. The
office has been participating in a Working Party
which has completed a report and a Regulatory
Impact Statement which makes recommendations
for national regulation of databases.

The Standing Committee of Attorneys General has
agreed to the development of model uniform
legislation and the report and Regulatory Impact
Statement will be submitted to the Ministerial
Council on Consumer Affairs for approval. Draft

national tenant databases legislation will then be
prepared and released for public comment.

Co-operatives model provisions
On 2 September 2005, the Ministerial Council on
Consumer Affairs endorsed the preparation of
legislation to replace the current core consistent
provision scheme with a template or consistent
legislative scheme formalised through a ministerial
agreement. The Ministerial Council also considered
that the ministerial agreement should allow for
jurisdictions to be members of the agreement by
passing alternative consistent legislation.

The draft pro-forma Bill on mutual recognition
provisions and co-operative capital unit fundraising
provisions was released to the industry for
comment.

On 17 May 2006 the Ministerial Council considered
the progress that had been made on ensuring
consistency of legislation across jurisdictions. A
further paper will be submitted to seek
endorsement for the revised ministerial agreement
and the draft pro-forma Bill for co-operative capital
units and mutual recognition provisions.

Strata schemes
The main issue under consideration during the year
has been the extension of the 10-year sinking fund
planning obligations to all strata schemes.
Obligations were placed on owners corporations of
new schemes from February 2005 requiring them
to commence specific capital maintenance
planning for the ensuing 10-year period. The aim is
to ensure that owners corporations gradually build
up the necessary funds for predictable major
building and related expenditure into the future.

A regulation was gazetted on 28 April 2006 which
extends the 10-year planning obligations to other
schemes over the next few years so that by 1 July
2009 all schemes (other than some 2-lot schemes
which are not required to have sinking funds) will
be covered. Schemes will be brought under the
provisions according to their strata plan number
with the oldest numbers (1 - 9,999) the last to be
covered.

Community schemes
A complete review of the Community Land
Development and Community Land Management
Act as a joint initiative of Fair Trading and the
Department of Lands is being undertaken to
determine whether refinements could be made to
allow the better operation of the legislation. A
discussion paper was released on 19 June 2006. Of
particular interest is whether recent changes to the
strata schemes laws have equal relevance to
community schemes. Some of the largest
residential developments in Sydney in recent years
have been community schemes.

Development of
proposals for
consistent state and
territory legislation
to address unfair
contract terms.
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Uniform trade measurement
legislation
A review of Uniform Trade Measurement
Legislation by the Trade Measurement Advisory
Committee resulted in a number of minor
amendments of a technical nature. They will
improve the administration of the uniform
legislation and include: improvements to public
weighbridge licensing arrangements and
clarification of arrangements for public weighbridge
or servicing licensees which are structured as a
partnership. Subject to the NSW Parliament, the
Trade Measurement Act 1989 will be amended
accordingly.

Average quantity system and net weight of frozen
fish amendments
Amendments to the uniform legislation are being
considered to introduce the Average Quantity
System using sampling and averaging based on
statistical analysis to enable government
inspectors and industry to identify incorrect
measure in prepacked articles. Also standard
procedures across Australia for testing whether
frozen fish and seafood is sold at the correct weight
are being considered.

Regulatory Impact Statements for these
amendments were circulated to stakeholders for
comment. Queensland, as the lead jurisdiction, will
analyse the comments received and prepare a
report for consideration by various bodies, before a
final report is submitted to MCCA.

National trade measurement administration
Fair Trading is participating in an independent
review of trade measurement administration in
Australia. The purpose is to consider ways of
improving trade measurement administration in
Australia and report back to Council of Australian
Governments before the end of 2006.

The review will assess current arrangements for
trade measurement administration with regard to
the roles of the States, Territories and
Commonwealth and New Zealand; and consider
options to streamline the present arrangements for
cost recovery and the certification of trade
measuring instruments.

Business names
In administering the business name registration
process during the year, Fair Trading identified a
number of minor issues arising from procedures
set out in the Business Names Act 2002.

The Act provides for a three year term of
registration for business names. An application to
renew registration must be lodged with Fair Trading
before the term expires. However, sometimes there
are legitimate reasons that prevent a person from
lodging their renewal form on time, but the Act at

present does not provide for late applications. Other
aspects of the Act also require finetuning, for
example, to ensure a business name may be
transferred to a person aged 16 years or more.
Amendments to the Act were approved by Cabinet
in May 2006 and work commenced on developing
an amendment Bill for introduction in the second
half of 2006.

Smoke alarms
New smoke alarms laws came into operation in
NSW on 1 May 2006. Smoke alarms have to be
fitted to all premises in which people sleep. The
laws had an impact on several Fair Trading areas
and regulations were gazetted in April 2006 to deal
with the responsibilities of the parties in residential
tenancy relationships, in residential parks and in
retirement villages. The main issues dealt with
were the responsibility for installation of alarms,
battery fitting and replacement, and notation in the
inspection records.

Several Fair Trading laws and regulations were
revised as a result of the new smoke alarm laws,
including the Residential Tenancies Act, the
Residential Tenancies (Residential Premises)
Regulation and the Residential Parks Regulation.

Associations incorporation
Following a review of the Associations
Incorporation Act 1984, work commenced on the
preparation of a package of reforms for introduction
into Parliament.

The main purpose of the amendments is to
streamline the administrative and reporting
requirements for incorporated associations to make
it easier for them to manage their affairs and meet
their legal obligations.

Fair Trading will consult with stakeholders before
the amendments are introduced into Parliament.

Ministerial Council on Consumer
Affairs
The Ministerial Council on Consumer Affairs
(MCCA) comprises Commonwealth, State, Territory
and New Zealand Ministers responsible for
consumer affairs and fair trading matters. The role
of the Ministerial Council is to consider consumer
affairs and fair trading matters of strategic national
significance and, where appropriate, develop a
consistent approach within the framework of an
agreed Strategic National Consumer Affairs
Agenda.

The Ministerial Council collaborates on, and makes
decisions in relation to, the Strategic National
Consumer Affairs Agenda. Where appropriate, it
implements and monitors the impact of those
decisions. The Ministerial Council also approves a
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National Work Plan to further the implementation of
the Strategic National Consumer Affairs Agenda.

The Ministerial Council has examined a range of
issues during the last year including credit, trade
measurement, product safety, premium 1900
numbers, financial literacy, consumer policy
research, national enforcement & compliance
outcomes, real estate regulation, travel licence
exemptions, property investment advice, co-
operatives, the ‘do not call’ register and unfair
contract terms.

Advisory councils
The function of advisory councils is to provide
advice to the Minister for Fair Trading on consumer
protection issues, particularly those issues
relevant to legislation administered by the Minister.
The Council members represent diverse interests
and expertise to ensure that policy advice reflects
the broader interests of the community and industry
alike. The eight advisory councils are:
• Fair Trading Advisory Council;
• Home Building Advisory Council;
• Motor Trade Advisory Council;
• Council of the Motor Vehicle Repair Industry

Authority;
• Property Services Advisory Council;
• Retirement Villages Advisory Council;
• Co-operatives Council; and,
• Co-operative Housing & Starr-Bowkett Societies

Standards Committee.

Legislative change

Residential parks
A major package of changes to the Residential
Parks Act 1998 was passed by Parliament in
December 2005. This followed a statutory review of
the legislation. The reforms came into effect in
February and April 2006. Significant refinements to
the laws have been made in relation to:
• disclosure of information and advertising on park

tenancies
• termination of tenancies process when a park is

facing redevelopment
• compensation payable to residents who have to

leave because of redevelopment
• sale of homes within parks
• rights for residents who need to leave for long-

term term medical care
• emergency service access
• appointment of an administrator to manage a

park when residents' well-being is under threat.

False bidding at auctions
The Government implemented reforms to promote
transparency and fairness through bidder
registration for auctions in 2003. These reforms
were positively received by agents and consumers
alike. In February 2006, further refinements to the
legislation were passed by Parliament.

The Property Stock and Business Agents
Amendment Act 2006 contains provisions to
explicitly outlaw dummy bidding in relation to
residential property or rural land, which is a bid by
or on behalf of the seller other than the single
vendor bid made by the auctioneer on behalf of the
seller.

Prior to the amendment, there was merely a
restriction that only one bid could be made by or on
behalf of the seller at an auction of residential
property or rural land.

Where a residential property or rural land is passed
in at auction it is usual for it to be later marketed for
sale. In statements or advertisements made by
agents when marketing such properties, the last
bid made at the auction is often stated. If the last bid
was made by the seller, a potential buyer of the
property could be misled as to the market value of
the property. The Amendment Act provides that,
where the amount of the last bid is stated in
subsequent marketing, and that bid was the seller's
bid, that it be identified as such.

Reduced licence restoration fees
Fees payable for an application to restore an
expired licence or certificate of registration were
reduced from 16 January 2006.

Most fair trading licences and registrations are
granted for a fixed term and must be renewed
before the expiry date. However, because a renewal
date can inadvertently be overlooked, the licensing
laws allow an application to be made within three
months to have an expired licence or certificate
'restored'.

In the past, the various fair trading licences were
administered by several separate government
agencies. For this reason, there is significant
variation between the fee structures for the different
licences. The regulatory amendments made in
January 2006 introduced a consistent approach to
setting application fees when restoring an expired
licence or certificate.

As a result, restoration fees were reduced for
builders, kit home suppliers, specialist
tradespersons, building consultants, motor dealers,
pawnbrokers and second-hand dealers, property
agents, travel agents and valuers.

Home warranty insurance
During 2005 the home building laws were amended
to establish a new governance structure for home
warranty insurance providers and implement
associated insurance reforms. Those provisions of
the Home Building Amendment Act 2004 relating to
home warranty insurance commenced on 1
September 2005. Further details are provided in
Objective 3 under Home Warranty Insurance.

Licensing laws allow
an application to be
made within three
months to have an
expired licence or
certificate 'restored'.
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The Home Building Amendment (Insurance Claims)
Regulation 2005 provides that where a consumer
makes an insurance claim, if the insurer has not
determined liability within 90 days then, unless the
insurer obtains an extension of time (from the
insured or the Consumer, Trader and Tenancy
Tribunal) the claim is deemed to be accepted. The
90 days star ts from the time the consumer
provides the insurer with the prescribed claim
information, as defined by the Claims Handling
Guidelines which came into effect on 1 September
2005. The amendment provides a greater incentive
for insurers to make a decision on a claim.

Electricity consumer safety
The Electricity (Consumer Safety) Act 2004 and
Electricity (Consumer Safety) Regulation 2006
commenced on 3 February 2006, replacing the
Electricity Safety Act 1945 and its regulations.

The significant changes from the previous
legislation are:
• the extension of safety provisions to electrical

installations which are not connected to a
network, that is, are supplied by a stand-alone
electricity generator

• maximum penalties for the most serious offences
under the Act have been increased to $55,000 in
the case of a corporation and $27,500 for an
individual

• the existing requirement to advise Fair Trading
about a serious electrical accident will be
supported by a prescribed notification procedure
in the Regulation

• appeals against administrative decisions will be
made to the Administrative Decisions Tribunal
and not the Minister.

Controlling graffiti
In May 2006 the Government introduced into
Parliament the Summary Offences Amendment
(Display of Spray Paint Cans) Act 2006. The Act
requires retailers who sell spray paint cans to
restrict access to those cans by keeping them
either in a locked cabinet or behind a counter in
such a way that members of the public cannot gain
access to the cans without assistance.

The Act aims to reduce the amount of graffiti in the
community by reducing the theft of spray paint cans
and forms part of the Government's comprehensive
anti-graffiti strategy.

Before drafting the Act, the Office of Fair Trading
consulted widely with retailers and spray paint
suppliers. As a result, retailers were given the
option of keeping spray paints in a locked cabinet
or behind a counter. Retailers expressed support for
building as much flexibility as possible into the Act,
so that different stores can choose the option which
best suits their circumstances. Consequently, the
Act also contains a power to make regulations to

allow for further options for displaying spray paints,
if these are considered appropriate in the future.

The Government has also agreed that, prior to the
commencement of the Act, we will conduct a
comprehensive education campaign which
provides information not just about the new
provisions, but also about the full range of
measures being used to combat graffiti. This will
ensure that retailers and consumers understand
that restricting access to spray cans is an
important part of an overall anti-graffiti strategy.

Maximum annual percentage rate
The Consumer Credit (New South Wales)
Amendment (Maximum Annual Percentage Rate)
Act 2005 commenced on 1 March 2006. The
amendment extends the protections of an interest
rate cap, inclusive of fees and charges to all loan
products regulated by the Consumer Credit Code,
with the exception of certain products by authorised
deposit taking institutions.

The amendment addresses the issue of fringe
lenders who had been avoiding the interest rate cap
of 48% by charging excessive fees and charges on
top of a high rate of interest. From 1 March 2006,
interest plus all ascertainable fees and charges
must be included in the calculation of the maximum
annual percentage rate.

This amendment will protect the most vulnerable
consumers from being exploited and ensure that
credit providers can not impose exorbitant costs
which lead to consumers being caught in an
unmanageable debt cycle.

Public housing tenancy amendments
The Residential Tenancies Amendment (Social
Housing) Act 2005 commenced on 28 November
2005. The Act gave effect to the NSW Government's
Plan for Reshaping Public Housing, released in
April 2005. The Department of Housing is
responsible for the policy development,
consultation and implementation. The Office of Fair
Trading cooperated with the Department of Housing
in drafting the amendments to the Residential
Tenancies Act.

The Department of Housing, as landlord, now has a
structured and fair process whereby the eligibility
to continue in public housing can be assessed at
the end of a lease and allows for termination where
it is determined the tenant is no longer eligible. It
makes several amendments to the Residential
Tenancies Act to ensure that tenants are treated
consistently and the Department has appropriate
operational flexibility following the introduction of
fixed term leases.
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The Act allows the Department of Housing to
charge tenants for water usage costs and adds a
number of tenant protection clauses in relation to
the revision of market rents.

These changes also apply to the Aboriginal Housing
Office and could potentially apply to Community
Housing following consultation with that sector. The
Act also amends the objects of the Housing Act and
the Aboriginal Housing Act to ensure they are
consistent with the reforms.

Conveyancers licensing
The Conveyancers Licensing Amendment Act 2006
was passed by Parliament on 24 May 2006. The
amendments ensured that a legal practitioner,
solicitor corporation or incorporated legal practice
are disqualified under the Act and therefore
ineligible to hold a conveyancer's licence.

The amendments also removed the controlled
money accounting provisions of the Act, so that all
money received in trust by a conveyancer will be
required to be placed in a trust account. Other
amendments adopted changes made earlier in
2006 to the disqualification provisions of the
Property, Stock and Business Agents Act 2002.
Adopting these amendments into the Conveyancers
Licensing Act ensured continued consistency
between the two licensing schemes.

Following the passage of the amendments, work
continued on a number of implementation projects.
These included finalising draft regulations to
provide the administrative detail needed to support
the operation of the Act. Licensing policies and
compliance guidelines were also developed and
information materials for conveyancers and
consumers were prepared for the Fair Trading web
site.

It is intended that the Conveyancers Licensing Act
2003 will come into effect during the second half
of 2006.

Valuers fee refunds
On 17 February 2006, a regulatory amendment was
made to enable a valuer to be given a pro-rata fee
refund if they surrender their registration early in its
term.

Under the Valuers Act 2003, valuers are only
required to renew their registration with Fair Trading
every three years instead of annually, saving them
time and money and reducing paperwork. Valuers
who wish to leave the industry after having
renewed their registration for three years, for
example, retirees or those taking extended leave
such as maternity leave, are now able to claim a
partial refund.

A valuer is eligible for a refund if they surrender
their registration during the first or second year of
the three year term. Similar refunds may be made
where a valuer dies within the first or second year
of their registration period. The valuer's
representative would need to write to the Office of
Fair Trading to request the refund.

Bills assented to
• Residential Tenancies Amendment (Social

Housing) Act 2005 - assented to 26 October 2005
• Consumer Credit (New South Wales)

Amendment (Maximum Annual Percentage Rate)
Act 2005 - assented to 17 November 2005

• Property, Stock and Business Agents Amendment
Act 2006 - assented to 17 March 2006

• Summary Offences Amendment (Display of Spray
Paint Cans) Act 2006 - assented to 31 May 2006.

• Conveyancers Licensing Amendment Act 2006 -
assented to 31 May 2006

Statute law revision
Under the Statute Law Revision program, a Bill is
introduced in each Session of Parliament to deal
with a range of minor and uncontroversial
legislative amendments. A number of amendments
were made to fair trading legislation under this
program during 2005-2006.

The Statute Law (Miscellaneous Provisions) Act
2005 amended the:
• Home Building Act 1989 (Section 45)
• Valuers Act 2003

The Statute Law (Miscellaneous Provisions) Act
2006 amended the:
• Home Building Act 1989 (Sections 61a, 90, 103a)
• Holiday Parks (Long-Term Casual Occupation)

Act 2002
• Residential Parks Act 1998
• Residential Tenancies Act 1987
• Co-operatives Act 1992

Subordinate legislation review
On 1 September 2005, the following regulations
were remade under the staged repeal provisions of
the Subordinate Legislation Act 1989:
• Co-operative Housing and Starr-Bowkett

Societies Regulation 2005
• Co-operatives Regulation 2005
• Strata Schemes Management Regulation 2005

The following regulations were in preparation to be
remade on 1 September 2006:
• Fitness (Pre-paid Fees) Regulation 2006
• Funeral Funds Regulation 2006
• Residential Parks Regulation 2006
• Residential Tenancies Regulation 2006
• Travel Agents Regulation 2006

Interest plus all
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Community able to
access information and
consumer help
community level result #2

This is the second of three high-level, community impact objectives which contribute to the
strategic priority of a fair marketplace for consumers and traders. Once a fair regulatory
framework is in place, it is essential for the community – consumers and traders – to be
able to access information on their rights and obligations under that framework, and for
consumers who are having difficulty acting on their rights to be able to get help.

Agency performance
Provision of: accurate information to consumers and traders; effective consumer help to
public

Fair Trading supports this high-level objective through two service-level objectives: provision of accurate
information, and effective consumer help. The Office provides information by phone, at 24 Fair Trading
Centre counters, online, and through publications, community liaison and outreach services. Help is
provided through informal complaint-handling services where individual consumers who believe they have
been unfairly treated by a trader can get ready access to assistance, without going through a formal
process such as a Tribunal hearing.

2

Service delivery objectives/results 01-02 02-03 03-04 04-05 05-06 Target

Result: Provision of accurate information to public
Measures: • Percentage accuracy of information provided 99% 87% 99% 83% 93% ≥≥≥≥≥90%

• Level of customer satisfaction with:
- overall quality of services 95% 94% 89% 87% 90% ≥≥≥≥≥90%
- waiting time for a service 80% 78% 76% 74% 77% ≥≥≥≥≥80%
- staff’s knowledge of subject 91% 91% 88% 86% 88% ≥≥≥≥≥90%
- politeness of service staff 97% 94% 95% 94% 95% ≥≥≥≥≥90%
- helpfulness of service staff 96% 94% 91% 90% 91% ≥≥≥≥≥90%

Result: Provision of effective consumer help to public
Measure: • Percentage of complaints successfully resolved 72% 72% 67% 74% 81% ≥≥≥≥≥70%

Comment/Interpretation
We help consumers and traders get a fair go in the
marketplace by providing information on their rights
under 42 pieces of legislation. Individual
consumers can also contact us with a complaint,
and we will approach the trader to help the parties
reach agreement – offering a speedy result for the

consumer and helping cut government costs by
reducing the load on the Consumer, Trader and
Tenancy Tribunal. This service is of value only if it
achieves agreement in a high proportion of cases,
and the table shows resolution rates are quite high,
so the service is working.
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Snapshot: service-level statistics 2005-2006
Customer enquiries 3,567,400
REVS checks 1,525,000
Rental bond transactions 559,000

Community level indicators

01-02 02-03 03-04 04-05 05-06 Target

Outcome: Community able to access
information and consumer help

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

number of services requested per
1,000 people in NSW 400 502 509 557 653 Estimate: 600

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

*Measured by Community Profile Survey.

We also closely monitor the accuracy of
information we provide to customers, as well as
customer satisfaction with our service. Accuracy is
measured by an annual shadow shopping survey
where contractors use question/answer scenarios
to rate the responses. The level of accuracy of
information provided by front-line areas to
members of the public in 2005-2006 was above the
target of ≥≥≥≥≥90%. The result is a statistically
significant improvement on the previous year.
However, given the confidence level inherent in the
sample size it is important not to interpret this as a
10% increase. However, it does suggest a return to
more typical accuracy levels, given that the
previous survey had been conducted during the
settling period of the Office’s new call centre.

Satisfaction is measured by having contractors
approach a random sample of recent customers,
who are invited to respond to a questionnaire. This
year, overall customer satisfaction with quality of
service increased to match the target level of
≥≥≥≥≥90%. This is a pleasing result but it may not be

Comment/Interpretation
At the community objective level, we monitor
several items which are important but not entirely
in our control. It is not necessary – or possible – for
every member of the community to know all their
rights and obligations in every area, but it is
important for people to know where to go for
information when they need it, and for all
customers, including Aboriginal and Torres Strait
Islander customers, and customers from non-
English-speaking backgrounds, to find the services
easy to access, with no systemic barriers in the
way. Fair Trading seeks to service existing demand
not create “market share”. The high community
take-up rate indicates strong ongoing demand for
our services. Increasing numbers of customers are
turning to the Office’s website. During the year

website visitor sessions rose approximately 28% to
more than 2 million and this is particularly reflected
in the increase in average number of services per
1000 persons in New South Wales. The proportion
of ATSI and NESB people contacting Fair Trading
exceeds their representation in the population,
indicating these customers need the services and
do not experience barriers to using them. The
percentage of people who know where to go for fair
trading help remains at the high end of out target.
On the one hand it signifies that our information
campaigns are working. But perhaps more
importantly, it demonstrates that access to these
services continues to be a priority of community
consciousness.

statistically significant considering sample size
implications. Waiting time satisfaction remains at a
lower plateau but is not substantially below the
equally lower target of ≥≥≥≥≥80% which acknowledges
the reality that demand levels, over which we have
little control, constantly affect how long customers
may wait for service.

Highlights 2005-2006

• Expanded Fair Trading Contact Centre services now includes
home building licence enquiries, retail bond enquiries and
enquiries on behalf of the Government Information Service

• Over 2 million visitor sessions to our website - an increase
of 28%

• Customer satisfaction with our service rates at 90% - measured
by independent contractors and exceeds the Australian Standard
by 10%

• Over 1,100 information programs were conducted throughout
NSW and attended by 45,000 people
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Provision of accurate
information to the public
The Fair Trading Information Centre (FTIC) was
officially opened in August 2005. The Centre
incorporates a number of areas of Fair Trading's
telephone enquiry services that were formerly
separate, thus providing a single point of contact for
Fair Trading.

The number of customers accessing Fair Trading
information via our website continues to expand.
This year the number of visitor sessions increased
by more than 28%. Over the past 12 months we
have undertaken a major upgrade of the internet
based Business Licence Information Service
(BLIS). The new BLIS will enhance resource and
provide up-to-date licensing and regulatory
information for the establishing or operating of a
business in NSW.

Our annual week of events was renamed Fair
Trading Week to include the full range of our
clientele, both consumers and traders. Each year
we raise the awareness of consumer protection
across the state on topical issues through the
media and by our staff reaching out to thousands of
people at open days, seminars and street
promotions at shopping centres and metropolitan
railway stations.

Think Smart is our education program for culturally
and linguistically diverse (CALD) communities. It
delivers information and education direct to CALD
communities via formal community and media
partners. This year Fair Trading developed Think
Smart Tenancy Grants as a one-off program to
provide funding to community-focussed
organisations who could deliver tenancy-related
initiatives to a number of specific community
language groups.

Information sessions on Fair Trading are provided
to the business sector, ethnic communities,
seniors, youth, the indigenous community and the
general community. This year we conducted over
1,100 information programs throughout NSW which
were attended by over 45,000 people.

Service channel review
The Information Service Channel Project examined
how customers access our services. Currently this
includes services delivered face to face, over the
counter, by telephone, through the internet, by post
and fax. Fair Trading also provides contact through
its outreach services across NSW.

Both the public and the Office Fair Trading will
benefit from this review as it is looking to improve
access to our services taking into account the
public's preferred way of contacting us.
Specifically, the review looked at:
• current usage of existing channels and demand

for extending these channels
• the observations and experiences of staff

regarding customer demands, current systems
and procedures and opportunities for
improvement

• the needs of a broad range of customers that
access Fair Trading's services.

Consumer and trader enquiries

Fair Trading Information Centre
When opened, FTIC handled customer enquiries for
the following services offered by Fair Trading:
• Strata
• Tenancy
• Rental Bonds
• Home Building
• Business Registration
• Business Licence Information Service (BLIS)
• Register of Encumbered Vehicles (REVS)
• General Fair Trading matters

Fair Trading Information Centre enquiries

This year the
number of visitor

sessions to our
website increased

by more than 28%.

22%

36%

17%

11%

13%

2% Rental bonds, strata
and tenancy

BLIS and business
registration

General Fair Trading

Home Building

REVS

Retail Bonds and
Government Information
Service (since January
2006)
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Fair trading enquiries

Website visitor sessions

The increase in website visitor sessions reflects a growing community take-up rate of our
expanding electronic information services. These services are supplementing and extending
the traditional services provided - not only in the area of general fair trading information - but
in accommodation, property and home building matters as well.

Although there is some shifting from traditional channels such as phone and counter to
website, the over 600,000 general fair trading enquiries received in 2005-2006
demonstrate that demand through these traditional channels remains extremely high.

In January 2006, FTIC took on two new business
streams - the Home Building Licence enquiry line
and Retail Bond enquiries. FTIC now also handles
enquiries on behalf of the Government Information
Service.

FTIC is an internet protocol telephony call centre,
utilising multi-media contact centre technology for
skill based routing and reporting, voice recording
capabilities and workforce management
capabilities.

The technology employed by FTIC provides greater
flexibility and allows Fair Trading to respond swiftly
to issues that arise in the marketplace. Hotlines
can be set up quickly to allow for a single entry
point for enquiries on hot topics. Calls can be routed
from FTIC to other centres or to FTIC from these
centres as the need arises.

During the year FTIC responded to 974,797 calls
from consumers and traders.

Website services
are supplementing
and extending the
traditional services
provided.

Number of visitor sessions

*Website statistical software
introduced mid January 2002
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BLIS upgrade
Over the past 12 months we have undertaken a
major upgrade of the Business Licence Information
Service (BLIS).

BLIS is an internet-based service which provides
the business community and the public with
detailed information on all NSW Government
licences, permits and associated regulations. In
addition, the service gives customers a wide range
of information regarding the general requirements
for establishment or ongoing operation of a
business in NSW.

The new BLIS improves on the previous system by
providing a friendly and easy to use web-based
service which contains more information than ever
before. The internet user is able to search for, and
obtain information about a broad range of NSW and
Federal Government regulations relevant to their
business, including taxation, employee relations
and OH&S requirements. The customer can then
select the documents, forms and information
sheets they need, and either download them or
have them sent out by post, email or fax.

The new BLIS will also provide a valuable resource
for Fair Trading employees, assisting staff to
provide up-to-date licensing and regulatory
information to the public over the telephone or
through our Fair Trading Centres located throughout
NSW.

Information campaigns
and initiatives

Fair Trading Week
Each November we run a special week-long
promotion to focus attention on topical consumer
issues and to engage the community through a mix
of promotional, educational and media events.
Previously known as Consumer Week, the name
was changed in 2005 to Fair Trading Week to better
identify our involvement and to include the full
range of our clientele - consumers and traders.

The theme for the Week was Fair Trading - Open for
Business, which also reflected our aim to be
inclusive in our activities. For the second year in a
row a wide-ranging theme was chosen, which
allowed multiple activities to be mounted to raise
fair trading awareness. This proved to be
successful in the regional centres of NSW where
emphasis was placed on local issues which
supported the theme.

The centrepiece of the Week was the release of the
findings of a research project we conducted in

October 2005. The survey on retail trader
awareness of key obligations in dealings with their
customers showed a very wide gap between
traders' self-assessment of how well they know
their obligations and their actual knowledge. The
lowest awareness of obligations related to refunds
for goods developing a fault after sale and spelling
out of advertising terms, conditions and statement
of full price.

As part of Fair Trading Week, a number of new
factsheets were developed to address key issues
for businesses: Trading in NSW, Selling safe
products, and Fair Trading for business. Each fact
sheet was also translated into four languages -
Arabic, Chinese, Korean and Vietnamese.

A CD Rom was also produced to provide a wealth
of knowledge on the basic issues facing small
businesses, including customer service,
compliance with the law and good business
practice. The Fair Trading Open for Business CD
includes copies of Fair Trading information booklets
and fact sheets including the Good Business
Matters kit.

Fair Trading Centres across the State held open
days and other activities during the Week, providing
consumers and businesses with the opportunity to
meet local staff and receive information.

Fair Trading information was distributed at shopping
centres throughout the State and at railway stations
in the Sydney Central Business District. We
delivered a variety of information sessions and
seminars, including Savvy Seniors, Scam Smart,
REVVED UP, and business seminars.

Fair Trading Awards Program
One of the highlights of Fair Trading Week is the
presentation of Fair Trading Awards to community
organisations, business or industry associations,
the media and individuals in recognition of their
work in advancing the understanding or application
of consumer protection principles.

The Program also recognised the work of young
people who participate in the Consumer Youth
Award. Using the Money Stuff! website students
respond to a challenge to provide information on a
specific consumer topic in a creative way that
appeals to and has an impact on their peer group.

For the first time this year the Program also
recognised the important role played by teachers in
educating young people about consumer and
financial issues by presenting the inaugural
Consumer Youth Educator Award.

The new BLIS
provides a friendly

and easy to use
web-based service

which contains
more information
than ever before.
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Multicultural Media and Community
Leaders Conference
Each year during Fair Trading Week a Multicultural
Media and Community Leaders Conference is held
and is hosted by the Minister for Fair Trading. The
Conference is an annual event in our Think Smart
program for culturally and linguistically diverse
communities and has been held since 2001.

The Conference highlights and promotes consumer
protection messages and activities undertaken by
Fair Trading during the year and highlights future
initiatives for the NSW multicultural community.
Think Smart partners who play a vital role in
achieving the aims of the Think Smart program are
also acknowledged at this conference.

During the 2005 Conference the Minister announced
a one-off Tenancy Grants Program for culturally and
linguistically diverse communities with funding to
commence from July 2006. The Minister also
launched three new translated fact sheets - Trading
in NSW, Selling safe products and Fair Trading for
business that were translated into four languages -
Arabic, Chinese, Korean and Vietnamese.

Four new Think Smart partners were signed up -
the Australian Assyrian Association, African
Communities Council, Liverpool Migrant Resource
Centre and the Migrant Services Network (Northern
Sydney).

Think Smart strategy
We have operated an education program called
Think Smart for culturally and linguistically diverse
(CALD) communities since 2002. The Think Smart
program allows Fair Trading to deliver information
and education direct to CALD communities, via
formal community and media partners.

The Think Smart program continued to increase
awareness of Fair Trading and its services amongst
identified language groups through the use of a
communications strategy using a variety of ethnic
media (advertising and articles), public relations
activities, grass roots community activities and a
tenancy grants program.

The program responds to the need to raise general
awareness about consumer rights and the role of
Fair Trading and addresses the issue of tenancy,
identified as the most significant consumer issue
affecting CALD communities.

Target languages for the strategy this year were
identified on a needs basis criteria rather than on
size of population only. Their need for special
attention was defined by a range of criteria which
makes the target audiences more likely to be
unaware of their rights, such as being recent
arrivals to New South Wales.

The strategy had a consumer and a tenancy focus
reflecting the importance of tenancy as the single
biggest consumer issue for people from CALD
backgrounds. The consumer focus targeted people
from Arabic, Korean, Chinese, Vietnamese,
Macedonian and Spanish speaking backgrounds.
The tenancy focus targeted people from Arabic,
Korean, Chinese, Vietnamese, Indonesian, Italian,
Greek, Macedonian, Croatian, Samoan, Tongan,
Farsi, Assyrian, Pashto, Dari, Dinka speaking
backgrounds.

Money Stuff!
Our award-winning educational resource, Money
Stuff!™, which helps provide young people with
independent living skills, was made even more
relevant with the addition of a new series of
resources aimed at helping young people prepare
for employment. The Money Stuff! Work Smart
education initiative was launched by the Minister
for Commerce on 4 August 2005.

We worked together with the Office of Industrial
Relations and the Department of Education and
Training to produce Money Stuff! Work Smart.

One part of the resource added a new interactive
challenge to the Money Stuff! website, providing
young people with information on getting a job,
understanding industrial awards, understanding the
calculation of pay etc. The other part included the
production of the Money Stuff! Work Smart teacher
workbook, which was distributed to all high
schools in NSW.

We also updated the design and navigational
aspects of the Money Stuff! website to improve its
accessibility and to ensure that it keeps pace with
current approaches to learning design.

Soccer CD-ROM
A new product safety standard for the production of
moveable soccer goal posts came into effect in
March 2005 in response to a key recommendation
from a coronial enquiry into the death of a young
girl in 2003. In response, Fair Trading developed a
CD-ROM to promote the standard, demonstrate the
dangers of existing goalposts, and provide
information on appropriate safety steps for NSW
soccer clubs, schools and local councils.

Fair Trading worked closely with a number of
soccer associations including the national body,
Football of Australia (FAA), to gain their support for
the project and to enlist their help in encouraging
use of the CD-ROM amongst their members.

The campaign won a Gold Award in the Outstanding
Education and Promotion category at the annual
NSW Sports Safety Awards, hosted by the Sporting
Injuries Committee.

The Minister
announced a one-off
Tenancy Grants
Program for culturally
and linguistically
diverse
communities...
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Consumer Fraud Campaign
We are part of a taskforce composed of
Commonwealth, State and New Zealand regulatory
agencies with responsibility for consumer
protection in relation to frauds and scams. The
Taskforce ran a consumer campaign from 13
February to 15 March 2006 which involved
agencies and the private sector. The campaign
focussed on advance fee fraud, phishing, lotteries,
and cold calling scams and promoted the
Scamwatch website and to a lesser extent the
Scamwatch hotline.

Fair Trading participated in a number of ways
through the Fair Trading Information Centre, Fair
Trading Centres, website, publications, media
coverage and promotion of ar ticles throughout the
month long campaign. A key feature was the
introduction of a new online feature to report a
scam on the Fair Trading website and updating of
scam information.

Information about legislative change

Smoke alarms
In support of the new smoke alarm laws Fair
Trading produced a fact sheet summarising the
changes. The factsheet, Smoke alarms and
residential premises, is available from all Fair
Trading Centres and the Fair Trading web site.

In consultation with the NSW Fire Brigade and
Planning NSW, a poster and a flier announcing the
commencement of the 1 May reforms were
produced. Fair Trading distributed these items
through a range of networks including the Tenants
Union and community based Tenancy Advice and
Advocacy Centres; Think Smart Partners; Fair
Trading Centres, Aboriginal Customer Service
Officers and Community Liaison Coordinators.

The Real Estate Institute and the Institute of Strata
Title Management were provided with ar ticles
which were published in their industry journals.

Residential parks
There are more than 30,000 long term residents
living in over 900 residential parks in NSW. To
inform park residents and operators of the changes
made to the Residential Parks Act a program of 23
seminars was conducted across NSW in April and
May to inform them of the reforms that commenced
in April 2006. Seminar attendees had the
opportunity of hearing first hand the changes to the
legislation which could potentially have a major
positive affect upon their lifestyles.

Strata sinking funds
From 28 April 2006 new laws require most NSW
strata schemes to commence 10-year sinking fund
planning over the next few years. To ensure strata
scheme owners are aware of the new laws a new
factsheet Strata scheme sinking funds - obligations
for 10 year plans was produced and made
available.

Home building proof of identity
Proof of Identity was introduced as a mandatory
requirement when applying for an individual home
building licence or certificate. This should act
against fraudulent conduct within the industry
which will benefit home building tradespeople and
consumers alike.

New forms to accommodate the proof of identity
requirement have been available via our website,
and Fair Trading and Government Access Centres
across the state since February 2006. Applications
must be made in person, and can no longer be
accepted by mail, fax or electronic means.

Information programs
Fair trading delivers its information programs as
part of the Regional Access Program and the
Aboriginal Access Program. Information on Fair
Trading is delivered to the business sector, ethnic
communities, seniors, youth, the indigenous
community and the general community.

During 2005-2006 our staff conducted over 1,100
information programs throughout NSW which were
attended by over 45,000 people.

Home shows
Fair Trading participated in the Sydney, Wollongong
and Newcastle home building expos in 2005 and
2006. Information and assistance to consumers
looking to build or renovate their homes was
provided by a team of home building experts. A
comprehensive menu of home building publications
was available. Computers with Internet access
were available for visitors to conduct on-line
licence checks. Fair Trading home building
contracts were available for sale.

Aboriginal Action Plan
During Fair Trading Week, the Dubbo Fair Trading
Centre hosts a family fun day for Indigenous and
non-Indigenous community members. It involves
other government agencies and community based
organisations that provide information stalls and
activities. The 2005 event was opened by the
Minister for Fair Trading and over 400 people
attended. This event won the Department of
Commerce 2005 Regional Award.

Our staff conducted
over 1,100
information
programs
throughout NSW
which were
attended by over
45,000 people.
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Fair Trading's Aboriginal Customer Service Officers
attend "Do it Right" Forums held across the State.
The forums, run with the Anti-Discrimination Board
and the Office of Industrial Relations, are for
service providers to develop partnerships with
other agencies. A workshop is run to share
information on how to provide better services to
Aboriginal communities and focus on Indigenous
tenancy matters.

Good Services Forums provide information to the
Indigenous communities on all Fair Trading matters
with a major focus on tenancy issues. Forums have
been held in the Hunter and West Regions in
conjunction with the Anti-Discrimination Board,
Energy and Water Ombudsman (EWON), ASIC and
Legal Aid.

The National Indigenous Consumer Strategy is a
national project which the Office of Fair Trading is
implementing. It has eight priorities which relate to
Indigenous consumers including employment of
Indigenous staff, housing, advocacy, financial
management and banking, motor vehicles and
boats, trading practices, the arts industry and
managing Indigenous community organisations.
Fair Trading has already achieved many milestones
in these priority areas and is continuing to
implement strategies to meet the needs of
Indigenous communities.

NAIDOC activities
In the first week of July each year Fair Trading
participates in NAIDOC week activities. NAIDOC
Week is a celebration of the Aboriginal and Torres
Strait Islander culture within the community. The
week is celebrated through family days, sporting
days, youth events, information stalls and
entertainment.

Fair Trading Aboriginal and non aboriginal staff
actively participate in flag raising ceremonies and
community organised events during National
Aboriginal and Indigenous Day of Celebration. Fair
Trading sets up information stalls at these events.

Harmony Day
Harmony Day is a celebration of the many diverse
cultures in NSW. Staff from the Newcastle Fair
Trading Centre attended this event held at
Newcastle TAFE. This year the event was attended
by many new African refugees who have recently
settled in the Hunter area.

Revved up
Buying a car can be a very emotional and
expensive experience especially if you are young
and inexperienced. In order to assist young people
to purchase a car using their head and not their
heart, Fair Trading initiated a special youth program
called 'Revved Up'.

The program provides practical information on what
to look for when purchasing a car including buying
one that suits their needs and budget, associated
costs like registration, transfer fees, insurance and
maintenance and running costs in addition to
informing them of their consumer rights and
responsibilities.

Revved up programs were conducted in schools
and youth groups throughout NSW.

Orientation Day activities at
universities and TAFEs
Leaving school and commencing tertiary studies is
a significant change of lifestyle for many young
people. It can also be quite daunting and can make
them vulnerable to scams and rip off merchants.

To encourage students to obtain information and
learn skills to make informed purchase decisions
and establish good consumer habits, Fair Trading
participated in various university and TAFE
orientation days. Information stalls were staffed and
our brochures were included in student show bags.
Students were able to obtain important information
on relevant issues such as tenancy, mobile phones,
buying a car and credit cards.

Seniors education
In 2006, Fair Trading implemented a strategy to
promote the availability of the popular publication
for seniors, the Seniors' guide, together with
reminders for seniors that the Office of Fair Trading
is the agency to contact for consumer information
and assistance. The strategy was implemented to
coincide with Seniors Week, 2 - 9 April 2006.

Fair Trading produced and distributed 30,000 copies
of a Seniors Pack comprising an envelope with an
order form for the Seniors' guide, together with a
Fair Trading for Seniors fridge magnet and a handy
Tips for seniors notice designed to alert seniors to
the fraudulent tactics of itinerant workers and door-
to-door/telemarketers. The packs were distributed
by letter box in metropolitan Sydney in suburbs
identified as having a high concentration of older
residents and regional events held during Seniors
Week.

During the year we presented information focussing
on consumer rights and scam awareness at
retirement villages, senior's organisations, and
community centres.

Small Business
Working in conjunction with Business Advisory
Centres, Business Enterprise Centres and
Chambers of Commerce throughout the state we
presented seminars to existing small businesses
and people thinking of taking the step of starting out
in business themselves.

Students were
encouraged to
obtain information
and learn skills to
make informed
purchase
decisions and
establish good
consumer habits...
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Information on their rights and responsibilities as
traders was presented as well as providing our
Good Business Matters information kit in seminars
across NSW.

We also attended business forums and expos,
business and lifestyle expos and rural shows.

Real Estate and Landlord Seminars
A comprehensive program of seminars to real
estate agents and self managing landlords with
topics including tenancy information such as your
rights and responsibilities when moving in, during
the tenancy and moving out, tenancy databases,
anti-discrimination, and a Consumer, Tenancy and
Trader Tribunal presentation.

Corrective Services Credit and Debt Program
A Pilot program involving Fair Trading providing
training to Corrective Services Welfare staff from
across NSW was developed. It will enable them to
provide information on fair trading issues with a
particular focus on financial literacy and tenancy to
inmates through their pre-release programs.
Training of Corrective Services staff will commence
in August.

Regional media
Fair Trading continues to ensure that our message
is reaching all residents of NSW. Regular segments
are held on radio stations across the State giving
regional and rural communities access to the most
relevant information to help them make informed
consumer decisions .

Outreach in remote areas

Government Access Centres
We continue to support the 49 Government Access
Centres (GACs) throughout NSW. GACs provide
rural and remote communities with increased
access to our services and written material. They
allow us to establish partnerships with other
agencies to provide a more comprehensive service
to rural NSW.

Regional Access Programs
Fair Trading's Regional Access Program brings
services to consumers and traders in outlying
regional and rural areas. Programs include such
activities as information stalls in shopping centres
and main streets, visits to retailers, seminars to
small business people, incorporated associations
and landlords, school talks and the distribution of
our brochures. These are some of the ways in
which we assist people in regional areas to
understand their rights and responsibilities.

During the year we visited over 70 towns across
NSW including the outer Sydney region.

Motor vehicle repairs
The Motor Vehicle Repair Industry Authority
continued its presence at rural field days during the
year and had information stands at Henty,
Gunnedah, Paterson and Casino to provide
information about the Authority's services in rural
and regional areas.

Register of Encumbered
Vehicles (REVS)

National REVS
We are pursuing the possibility of establishing a
national register of encumbered vehicles. On behalf
of the Standing Committee of Officials of Consumer
Affairs (SCOCA), we entered a contract in April
2005 with a firm of consultants to examine the
logistics of establishing a national system. The
report was completed in December 2005 and
submitted to SCOCA in March 2006 for their
consideration of the report's recommendations.

In 2005 the Standing Committee of Attorneys
General (SCAG) commenced a project to examine
the wider issue of national personal property
securities law reform, and this has the potential to
include a national REVS scheme. Fair Trading is
committed to the concept of a national register of
encumbered vehicles, and is working with the NSW
Attorney General's Department on the SCAG project
as well as pursuing national REVS through MCCA
and SCOCA.

Improvements to service delivery
REVS has continued to improve its service delivery
to clients, concentrating on internet facilities. In
May 2006, REVS commenced providing clients
with weekly information reports via email. This
service has been well received by many clients
and has resulted in major cost and productivity
savings for REVS.

The establishment of the Fair Trading Information
Centre (FTIC) has required the transfer of some
functions back to REVS Operations, requiring
process and procedural review. REVS has
introduced a facility for FTIC to email certificates to
clients who made REVS telephone inquiries.
Previously, certificates were only mailed or faxed
to inquirers.

Two other service enhancements have been under
development and are planned for implementation
later in 2006:

• An internet facility to enable over-the-counter
search certificates for vehicles and boats to be
provided through Fair Trading Centres and other
locations, such as Government Access Centres.

Through our
Regional Access

Programs we
visited over 70

towns across NSW.
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Fair Trading Centre locations
Albury Dubbo Liverpool Queanbeyan
Armidale Gosford Newcastle Sydney
Bathurst Grafton Orange Tamworth
Blacktown Goulburn Parramatta Tweed Heads
Broken hill Hurstville Penrith Wagga Wagga
Coffs Harbour Lismore Port Macquarie Wollongong

Government Access Centres (GAC) and Outreach Sites
Fair Trading’s services can be accessed through 49 Government Access Centres (GAC), 17 Outreach
Centres and 6 Business Enterprise Centre’s across New South Wales.

Government Access Centres
Balranald Forbes Moree Tenterfield
Boggabilla Forster Moruya Tumbarumba
Bombala Gilgandra Mt Druitt (urban GAC) Ulladulla
Bourke Glen Innes Nambucca Heads Walgett
Brewarrina Grenfell Narooma Warren
Cobar Gundagai Narrabri Wentworth
Condobolin Hay Narrandera West Wyalong
Cooma Hillston Nyngan Wilcannia
Coonabarabran Inverell Oberon Ivanhoe(Internet Access Point)
Coonamble Kyogle Peak Hill Tibooburra (Internet Access Point)
Dorrigo Lightning Ridge Quirindi
Eden Maclean Scone
Finley Moama Temora

Outreach Centres
Ashford Culcairn Moulamein Warialda
Barham Dunedoo Mungindi Woodenbong
Boorowa Holbrook Murrurundi
Bundarra Lake Cargelligo Rylstone
Crookwell Lockhart Walcha

Business Enterprise Centres
Bega Griffith Mudgee
Deniliquin Leeton Nowra

• The extension of registration and search facilities
for boats via the REVS website. This service will
be piloted in mid 2006 to account customers
before being extended to the public.

REVS information enhancement
We are also reviewing the design of the REVS
website, focusing on providing a more user friendly
site with expanded information to enhance
customers' access to and understanding of REVS'
services.

Progress on the link between the REVS database
and the National Exchange of Vehicle and Driver
Information System (NEVDIS) continued. The
interstate agreement governing NEVDIS was
amended in late 2005 to enable third parties such
as REVS to access NEVDIS information.
Considerable progress was made this year on
extending the REVS NEVDIS link to enable searches
on all REVS enquiries to be checked against

national vehicle registration information maintained
by NEVDIS, including stolen and written off vehicle
data. It is anticipated that NEVDIS access will be
implemented early in 2007.

REVS marketing activities
In February-March 2006, we participated in the
Open Week activities at the University's of NSW,
Sydney, Macquarie and Western Sydney. This
activity was conducted with the Office of Fair
Trading's Community Liaison Unit (CLU) and stalls
were staffed by officers from REVS, CLU and
various Fair Trading Centres.

This successful partnership continued further with
the South West Youth Festival targeting similar age
groups, outlining the importance of REVS as a
consumer agency that can provide 'peace of mind'
to young consumers when purchasing a private
vehicle.

REVS has
continued to
improve its service
delivery to clients,
concentrating on
internet facilities.
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REVS vital statistics 04-05 05-06
REVS checks 1,480,895 1,525,748
Finance industry commitments registered on REVS $8.05B $8.18B
REVS total encumbrances held 3.14M 3.3M

REVS has made a number of significant
partnerships through its web-links program with
relevant websites as part of its continuing
commitment to education and equitable service for
the NSW, ACT and NT customers. These include a
featured service in the NSW government website
www.nsw.gov.au, and a web banner with the UNSW
student association www.source.unsw.edu.au

Motor vehicle repairs enquiries
Following the move of the Motor Vehicle Repair
Industry Authority (MVRIA) into Fair Trading in
March 2005 service delivery has continued to
improve. Face-to-face access to information and
services through our extensive Fair Trading Centre
network is a great benefit to consumers. Joint
compliance operations and a more consistent
approach to policy, licence administration and
legislative enforcement has resulted. MVRIA's
technical advisory service has continued to be in
demand and has answered 14,200 inquiries about
the cost of quality of repairs to motor vehicles
during the year.

Residential rental bonds
The number of residential rental bonds held
increased by 2.8% to 614,833 over the last financial
year. The amount held in trust at the end of the year
was $647.8 million. Lodgements of new bonds
totalled 288,072, a marginal decrease of 0.9% from

the previous year. Refunds of rental bonds
remained relatively steady with 271,247 bonds
refunded through 389,991 individual payments.

The use of electronic services by customers for
refund transactions, in preference to traditional mail
and face to face services, continues to increase.
Tenants, landlords and real estate agents submitted
90% of claims for refund electronically. Similarly,
the proportion of customers requesting their refund
be paid directly into their bank account was 50.9%,
an increase of 9.5% over last year.

The popularity of the Rental Bond Internet Service
(RBIS) also continues to rise. This service allows
NSW property managers to conduct their rental
bond business online, 24 hours a day, seven days a
week. The number of property managers
connecting to RBIS has increased by 20.4% in the
last year and the number of claim transactions has
increased 24.1% over last year.

Retail tenancy bonds
During 2005-2006 new legislation was introduced
by the NSW Government requiring all security cash
bonds for retail tenancies be lodged with the
Director-General of the Department of State and
Regional Development. Under the scheme, new
retail security bonds were captured by the
legislation from 1 January 2006, whilst existing
bonds were required to be lodged by 1 April 2006.

Residential rental bonds - number processed and held in trust

Rather than re-
inventing the wheel,

State and Regional
Development

outsourced the
administration of retail
bonds to Fair Trading.
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Rather than re-inventing the wheel, the Department
of State and Regional Development took advantage
of the existing residential rental bond custodial
service provided by Fair Trading, and outsourced
the administration of the lodgement and refund of
the retail bonds to Fair Trading's Renting Services
Branch.

The two agencies were given a lead time of less
than six months to adapt the Renting Services
systems to accommodate the retail tenancy bonds,
and the success of this collaborative effort is
reflected in the completion of the project on time
and within budget.

Although the lodgement of retail security bonds was
slow to gain momentum, with only 155 bonds
lodged in January 2006, the total number of retail
bonds held by 30 June 2006 was 9,600. As
anticipated at this early stage, the number of
refunds remains low at 271 over the first six
months of operation.

Registry of Cooperatives
and Associations

Professional support and educational programs
Fair Trading has an important role in fostering the
development of the co-operative sector in NSW and
recognises that strong professional support
committed to servicing co-operatives is essential
for the sector to grow and remain viable.

A key element of this development is an
educational program aimed at building a better
understanding and awareness of co-operatives
among professional groups such as lawyers, banks

and accountants and broadening the awareness of
co-operative philosophy and exploring the benefits
of co-operation and incorporation for groups of
individuals and communities as a whole.

This has been achieved by conducting
presentations and information sessions for
community groups, professional associations and
government organisations at federal, state and local
levels. Participation in exhibitions at major events
such as the Australian National Field Days in
Orange, the Farming Small Areas Field Days in the
Hawkesbury/Richmond area and the Tocal Field
Days in the Hunter region and generally providing
information and assistance to interested individuals
and groups on co-operatives, co-operative housing
societies, incorporated associations and funeral
funds has also raised the profile of these entities.

Particular focus on and support to Aboriginal
groups and communities seeking incorporation has
been provided as well as practical assistance to
existing Aboriginal co-operatives and associations
in relation to compliance matters through regular
contact and visits.

Grants

Grants are provided to not-for-profit organisations
for the provision of community education, advice
and advocacy services for tenants, retirement
village residents and consumers who need
assistance with dealing with personal financial
difficulties. In line with the NSW Government's
social justice role, these grants promote the
principles of access, equity and diversity.

Residential rental bond and tenancy enquiries

In line with the NSW
Government's social
justice role, these
grants promote the
principles of access,
equity and diversity.
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Our partnership with funded not-for-profit groups
ensures complementary service provision, in that
we provide information, regulation and remedy,
while the community sector specialises in the
provision of consumer advice and advocacy
services.

We also have grants programs that target the home
building and property services industries, both
licensed under Fair Trading legislation. Under these
industry grants programs, we provide funds for
one-off projects to undertake research or provide
consumer education or industry training which will
enhance the professionalism of those industries
and in turn, enhance outcomes for their consumers.
This year we funded five projects under the
Property Services Grants Program relating to
community education, training and continuing
professional development, while the Home Building
Grants Program provided funding support for the
recruitment and management of apprentices in the
home building industry as well as a continuing
professional development project for the swimming
pool and spa building sector.

Tenants Advice and Advocacy Program
During 2005-2006, the 21 community organisations
funded under the Tenants Advice and Advocacy
Program (TAAP) to provide advice and advocacy to
tenants assisted around 26,000 people. A
significant number of people living in residential
parks which were facing closure were provided
with advice about their rights and responsibilities
by TAAP services.

Apart from a large number of parks being closed,
an increasing number of residential parks are the
subject of re-development applications. Such re-
development may impact on low income earners
for whom residential parks provide affordable
accommodation. Workers funded under the TAAP
have been supporting these residents to gain a
better understanding of the process and any
recourse options which may be available to them.

This year, more than 6,000 tenants around the state
received assistance with either preparing for a
Consumer, Trader and Tenancy Tribunal hearing or
representation at a hearing.

In 2005-2006 there has been a focus on the needs
of tenants who are refugees, particularly those from
African countries, and also newly arrived migrants.
The booklet Before Your Rent which had previously
been developed in English with a TAAP Special
Purpose Fund grant, was translated and printed in
Arabic in 2006. It was launched in May to an
appreciative audience which included a group of
Sudanese refugees. Many African countries speak
Arabic or have Arabic as their second language.
The booklet explains the different types of
accommodation available in New South Wales and
the rights and responsibilities of tenants and
landlords.

Financial Counselling
All financial counsellors funded under the credit
counselling program and the financial counselling
trust fund must be trained and eligible for
accreditation by the Financial Counsellors
Association of NSW. This year, almost 34,000
people sought assistance from these dedicated
professionals. All services reported an increase in
the complexity of matters facing their clients and
greater difficulties in negotiating with clients'
creditors as a result of debt collection being
outsourced to overseas call centres.

The issues reported by funded services during
2005-2006 revealed a sustained increase in the
number of people seeking advice about bankruptcy
and an increase in numbers of people caught out by
increased interest rates and charges imposed by
non-mainstream lenders.

Issues relating to management of personal finances
are also discussed at community education
sessions provided by the 44 individual services
receiving a funding contribution from the two
programs overseen by the Office. These sessions

Funding allocated in 2005-2006
1 Tenants Advice and Advocacy Program* $7,282,136
2 Credit Counselling Program $1,172,763
3 Financial Counselling Trust Fund $726,461
4 Home Building Grants Program $114,181
5 Property Services Grants Program $266,471
6 The Aged - care Rights Service $342,758
7 Co-operatives Development Grants Program $116,429
8 Think Smart $207,000
9 Motor Vehicle Repair Industry Authority $50,000
Total $10,278,199

All figures are excluding GST, which is paid on all grants.

*Includes $37,023 provided from TAAP Special Purpose Funds

Total grant allocations
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34,000 people
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from financial
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are very useful as a preventative strategy, enabling
people to make more informed decisions about the
use of credit and day-to-day financial management
issues. In 2005-06, 252 sessions were conducted,
benefiting 8,893 participants.

Co-operatives Development Grants Program
The Co-operatives Development Grants Program
(CDGP) is designed to assist the NSW co-operative
sector grow and remain a viable sector of our
economy. A focus on economic development and
the historical contribution of co operatives were
central to the successful projects this year.

Grants were made to the Macleay Regional Co
operative Limited and the Technology Ski Club
Limited to assist with publication of their histories.
Both organisations have played an integral role in
the development of their activities in New South
Wales, providing services to their members and the
wider community.

The Hastings Co operative Limited, conducted a
feasibility study into acquiring the Comboyne Rural
Supply business, thereby addressing economic
issues confronting the local community. Karalta
Road Park Home Owners Incorporated
commissioned a feasibility study into establishing
a not for profit co operative to own and operate a
manufactured home park on behalf of residents.
The Barraba Community Learning Association
Incorporated sought funding for the facilitation of
forming of a co-operative to administer the needs of
adult education within local communities.

Funding to the Co-operative Federation of NSW
Limited contributed to the annual co-operatives
conference and an accounting seminar, providing
training and networking opportunities for co
operative members and the community. The CDGP
also supported the Centre for Australian Community
Organisations and Management in producing the
national co operative on-line newsletter Co
operative Connections (CCCeNews).

Motor Vehicle Repairs
A general grant of $50,000 was made to the
Automotive Training Board of NSW (ATB). The ATB
is the NSW Retail Service and Repair Industry
Training Advisory Board and works with industry,
training providers, schools and government bodies
to ensure the training needs of the motor vehicle
repair industry are being addressed. The grant is
made to assist the ATB with its primary objectives
to develop, improve, encourage, foster and
implement systematic training for employment in
the automotive industry.

Think Smart Tenancy Grants Program
The Office of Fair Trading, in conjunction with the
Rental Bond Board developed a one-off grants
program to provide funding to community-focussed
organisations who can deliver tenancy-related
initiatives to a number of specific community
language groups. The grants program is in direct
response to an identified lack of awareness about
renting rights and responsibilities amongst
Culturally and Linguistically Diverse communities
in NSW.

The language groups targeted under the grants
program were: Arabic, Assyrian, Bahasa
Indonesian, Chinese, Dari, Dinka, Persian (Farsi),
Korean, Pashto, Samoan, Tongan and Vietnamese.

The aim of the grants was to fund innovative and
community-accessible projects or initiatives that
offered practical solutions to overcoming language
and literacy difficulties to accessing information
and self-help. Grants of between $5,000 and
$20,000 were offered.

Funding for a total of $207,000 was provided to 12
community-focussed organisations that:
• demonstrated a strong association with one or

more of the listed target language groups
• demonstrated innovation in the development and

delivery of renting-focussed initiatives that
overcome the barriers of traditional delivery/
communication methods

• generated and/or spread awareness of renting
issues/information amongst the target audiences.

The aim of the grants
was to fund
innovative and
community-
accessible projects
or initiatives that
offered practical
solutions to
overcoming language
and literacy
difficulties...
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Provision of effective
consumer help to the public

Informal dispute resolution

Fair trading
Through our 24 Fair Trading Centres and the Fair
Trading Information Centre (FTIC) we provide
information to consumers and traders on their
rights and responsibilities to assist them resolve
disputes. Where consumers and traders have not
been able to resolve a dispute a complaint may be
lodged with Fair Trading which then attempts to
informally negotiate between the two parties.

When a complaint is received, it is assessed to
determine:
• the issues in dispute and options available to

help resolve them
• if a breach of law has occurred and whether

enforcement action is appropriate
• if the matter should in fact be dealt with by

another organisation.

Fair Trading contacts each party and attempts to
negotiate a resolution that is mutually acceptable to
them. If a resolution is not reached both parties are
advised of other options which are available to
assist in resolving the dispute.

Fair Trading aims to resolve general complaints
within 30 days of receiving the complaint. During
2005-2006 we finalised 95% of general complaints
within 30 days of receipt with 81% of complaints
being successfully resolved.

Strata mediation
The use of mediation to settle strata and community
scheme disputes continues to be a success. The
Mediation Services Unit has assisted many parties
resolve their dispute without the need for formal
adjudication on the matter. The mediation process
often restores relationships and allows many side
issues to be resolved along with the main dispute.

During 2005-2006 we received 1,149 applications
for mediation. 1153 matters were finalised, with
71% of matters that proceeded to mediation being
successfully resolved.

The Unit continues to provide information about
strata legislation to customers during the mediation
process. This information helps clarify complex
legislative issues during the heat of a mediation
session so that parties can move on to negotiating
an agreement with legislative certainty.

We finalised 95% of
general complaints

within 30 days of
receipt with 81% of

complaints being
successfully

resolved.
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Home building
The Home Building Service's dispute resolution
service was established to provide a quick and
cost free way of resolving disputes between
consumers, builders and tradespeople. During the
year 5,891 complaints were received through the
Fair Trading Centre network or directly by the Home
Building Service. Of the complaints received:
• 1,973 were resolved through intervention by Fair

Trading Centre staff.
• 2,166 were referred to the Home Building Service

where 1,609 were resolved through technical
assessment by building inspectors.

• 1,545 were either referred by Fair Trading Centres
or Home Building Service to another part of Fair
Trading; the Consumer Trader and Tenancy
Tribunal; another agency or required no fur ther
action.

• 385 matters were still undergoing the resolution
process.

• A further 379 matters were withdrawn or handled
as disciplinary matters.

Motor vehicle repairs
When an owner of a motor vehicle lodges a notice
of dispute with MVRIA, a Dispute Mediation Officer
will try and assist the owner and the repairer to
reach a mutually agreed settlement. This may
either be by a face-to-face meeting or by telephone
mediation. The process is free of charge and
entirely voluntary. If a settlement can be reached,
the terms of the settlement are recorded in writing
and signed by the owner and repairer as evidence
of their agreement.

During the year 1,238 matters were mediated with
approximately 65% successfully resolved without
the need for the matter to proceed to another forum
such as a Court or the Consumer, Trader and
Tenancy Tribunal.

A Dispute Mediation
Officer will try and
assist the vehicle
owner and the repairer
to reach a mutually
agreed settlement.

26.2% 1545

27.3% 1609

33.5% 1973
Home building disputes
resolved at Fair
Trading Centres

Home building disputes
resolved at Home
Building Services

Home building disputes
passed to CTTT or
other agency

Complaints still undergoing
resolution process

Complaints withdrawn or
dealt with as disciplinary
matters

6.5% 385

6.9% 379

Home building disputes
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This is the third of three high-level, community-impact objectives which contribute to the
strategic priority of a fair marketplace for consumers and traders. The fair regulatory
framework sets the ground rules for interactions between consumers and traders, and the
ability to access information services helps consumers and traders know their rights and
obligations. However, traders also need to act in accord with the legislation for a fair
marketplace to be achieved. Our ability to enforce compliance depends on many factors
including, increasingly these days, cross-agency and cross-jurisdictional
co-operation as many scams originate interstate or overseas but affect NSW consumers.

Agency performance

Provision of effective enforcement

The Office of Fair Trading supports the community-level objective of maximum compliance with fair trading
laws through a service-level objective of providing effective enforcement activities to the community. Apart
from the services to individuals we provide under objective two, we also investigate potential serious
breaches of the legislation, including those where large numbers of consumers may be affected or large
amounts of money may be involved. Potential enforcement options range from issuing penalty notices and
criminal prosecution to licensing disciplinary actions such as suspension or cancellation of a licence or
the imposition of conditions.

Service delivery objective/results 01-02 02-03 03-04 04-05 05-06 Target

Result: Provision of effective enforcement to community
Measure: Proportion of prosecutions successful 96.5% 86% 91% 94% 86% 90%

Comment/Interpretation
Good service level measures for compliance work
are quite hard to develop. Currently we monitor
successful prosecutions – those that result in
conviction, as well as those where the offence is
proven but a conviction is not recorded. This
measure reports the outcome of enforcement
through the courts in matters where OFT is
satisfied, as a result of investigation, that significant
legislative breaches have occurred. While a target
of 90% is set, results are not completely within OFT

control as outcomes ultimately depend not just on
cases prepared by OFT, but on Court discretion in
relation to defendants’ circumstances. Fair Trading
will continue to test some matters in the Courts
with a view to establishing precedents –
recognising that ‘unsuccessful’ prosecutions can
still have a deterrent effect.

3 Compliance with
fair trading laws
community level result #3
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Snapshot: service-level statistics 2005-2006
Successful prosecutions 319
Penalty notices issued 822
Business name and licensing transactions 610,000
Investigations 2,410
Inspections 6,905

Highlights 2005-2006:

• A major review of compliance and enforcement strategies provided a
blueprint for achieving the best compliance outcomes through better
alignment of resources involved in inspection, investigation and enforcement
activities

• Small businesses protected from false billers through increased litigation,
enhanced public awareness and legislative amendments

• Disadvantaged consumers who have difficulty obtaining credit get increased
protection from rogue finance brokers

• Proof of identity and improved qualification requirements to obtain home
building licences

• more than 100 home building licences that had been obtained using false
qualifications were cancelled

Community level indicators

There are immense difficulties, in principle and in
practice, in directly measuring levels of
compliance with fair trading legislation. It is not
possible – or desirable – to monitor every
transaction which occurs in the marketplace for
compliance. Numbers of complaints or Tribunal
applications are possible indirect measures but by
themselves can be very misleading, (for example,
an increase in the number of complaints related to
car purchases may not reflect a problem if the
number of purchases is itself increasing). To get
around this problem, as an indirect measure, Fair
Trading has been monitoring the level of complaints
relative to the amount of activity occurring in the
marketplace, measured (for practical reasons) by
the dollar value of Gross State Product. The

indicator is still experimental, but since it was
introduced it shows that the level of complaints per
$Billion of marketplace activity is both quite low
and relatively steady in NSW. Complaint numbers
can be expected to vary within a bandwidth, but a
very large increase in the ratio of complaints to
marketplace activity would trigger closer scrutiny
to see if there are problem areas where Fair Trading
could be taking action.

Fair Trading can only contribute to the level of
compliance in the marketplace – it does not
directly control it – but the Office will continue to
monitor this indicator which must be treated with
caution as it is still experimental.

01-02 02-03 03-04 04-05 05-06 Projection

Outcome: Maximum compliance with
regulatory requirements

Indicators: Number of complaints per
$Billion of Gross State Product 110 98 104 102 98 90-120
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Successful prosecutions
Act Defendants Offences  Penalties
Business Names Act 1 2 $1,830.00
Consumer Credit (NSW) Code 1 2 $750.00
Co-operatives Act 2 3 —
Crimes Act 1 1 $1,865.00
Electricity Safety Act 5 17 $29,270.00
Fair Trading Act 14 28 $35,162.00
Home Building Act 21 88 $204,460.00
Motor Dealers Act 13 94 $213,496.83
Motor Vehicle Repairs Act 9 19 $46,920.00
Property Stock and Business Agents Act 37 39 $29,765.00
Residential Tenancies Act 1 1 $933.00
Trade Measurement Act 5 19 $14,185.00
Trade Measurement Administration Act 1 3 $1,995.00
Travel Agents Act 3 3 $7,245.00
Total 114 319 $587,876.83

Compliance with
fair trading laws
Fair Trading actively investigates breaches of the
legislation we administer. We conduct
investigations and compliance programs to ensure
a fair and equitable marketplace in general and
target specific industries or particular businesses.
False and misleading conduct, unsubstantiated
product claims, product safety, motor vehicle
sales and repairs, accommodation issues, and
home building have all been in the spotlight this
year. The result was a variety of actions including
the commencement of prosecutions, disciplinary
proceedings, or injunctive action in the Supreme
Court.

This year Fair Trading has also looked at improving
the cost effectiveness of our compliance and law
enforcement work and ways in which we can 'fast
track' action to stop offending conduct quickly.

Cost effective compliance
The project was identified at the Office of Fair
Trading Planning Meeting in September 2005 and
endorsed by the Department of Commerce
executive as a major project for the Department's
2005-2006 Corporate Plan.

One of three Fair Trading projects highlighted in the
Department's Corporate Plan, it was specified in
the Service Delivery Project as "Review
compliance and enforcement strategies to make
sure we get cost effective results."

The objective of the review was to improve the cost
effectiveness of Fair Trading's compliance and law
enforcement work through identifying opportunities
for:
• better planning, targeting and prioritising
• increasing efficiency in the use of resources
• enhancing co-ordination internally and externally
• ensuring accountability for timely compliance

outcomes.

The Steering Committee for the Project, which was
assisted by a consultant with experience in
compliance and law enforcement strategies,
furnished a report to the Commissioner for Fair
Trading on 30 June 2006.

The outcome of the review provides a blueprint for
achieving the best compliance outcomes (a fairer
marketplace) through the realignment of existing
resources involved in inspection, investigation and
enforcement activities.

The Steering Committee's report recommends the
model for future operation include enhanced co-
ordination of compliance resources and support
mechanisms, policies and procedures that promote
a shared compliance culture, adoption of 'fast track'
strategies to stop offending conduct quickly, and
improved information/complaint screening and
case selection process.

Consumer goods and services

Crackdown on False Billers
2005-2006 saw Fair Trading intensify its fight
against false billers through a wide-ranging
strategy of increased litigation, enhanced public
awareness and the development of nationally
consistent outcomes. Four operators were the
target of investigations or prosecution.

Moonbeem Pty Ltd
Moonbeem Pty Ltd which operates from Sydney
and Central Coast premises, sells advertising
space in a number of journals including, "Our
Youth", "RJOTA - Rats of Tobruk Association" and
"Teens Today". In recent years small businesses in
the central coast area began reporting that the firm
was demanding money for advertisements
allegedly placed with the firms magazines. Charges
were laid and in November 2005 the firm pleaded
guilty to offences ranging from false and misleading

Fair Trading looked
at improving the

cost effectiveness
of our compliance

and law
enforcement

work...
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representations, harassment, coercion and
asserting a right to payment for an unsolicited
service. Fines totalled almost $7,000.

Husen Pty Ltd
Husen Pty Ltd and Australasian Trade & Industry
Periodicals Pty Ltd, which claimed to publish a
number of magazines including Club Guide and
Leisure & Recreation Australia, closed down and
were placed into liquidation after being faced with
potential legal action.

Business Search Pty Ltd
WWW.Business Search Pty Ltd has headquarters in
Seven Hills, NSW and sells listings on its Western
Samoan website (www.businesssearch.ws). The
firm used telemarketers in Kolkata India to record
conversations with businesses and then use those
recordings to demand money for the listing.
Injunction proceedings were filed in the NSW
Supreme Court in November 2005 under the NSW
Fair Trading Act and the Commonwealth Trade
Practices Act. Result: In May 2006, undertakings
were given to the Court from the Company that it
would cease demanding money from any person
without a signed contract. The Defendants
subsequently agreed to the Court making orders
permanently banning them from conducting or
being engaged in any directory, publishing,
advertising or debt collecting business. The
consent orders were issued pursuant to both the
Fair Trading Act and Trade Practices Act and hence
apply Australia wide.

Kent Publishing Pty Ltd
Kent Publishing Pty Ltd demands money for
unsolicited advertisements in dubious publications
such as The National Travel and Tourism Guide. A
public warning was issued in May 2006 warning
business not to deal with Kent or its director Dean
James King. Further enforcement action may
follow.

False and Misleading Conduct

Microwave Safe Australia Pty Ltd
Microwave Safe Australia Pty Ltd was a private
company which for a fee, offered a testing service
for microwave ovens in workplaces. The company
solicited business primarily by mailing a document
to employers entitled Workplace Safety Bulletin. It
sought business from both the public and private
sectors.

In late 2003 the Office of Fair Trading received a
number of complaints from businesses alleging
they had been misled by the information contained
in the bulletins which had the appearance of being
produced by a government authority. The bulletins
falsely asserted that occupational health and safety
laws made it mandatory for employers to regularly

test workplace microwave ovens for radiation
leakage.

In 2005 the Commissioner for Fair Trading
commenced injunction proceedings against
Microwave Safe and its sole director, Jason
Sotirios Crosson, seeking orders from the NSW
Supreme Court to restrain the misleading conduct.
Result: On 17 April 2006 the Court declared that
Microwave Safe engaged in conduct which was
misleading or deceptive by representing:
• that employers, in order to meet their duty of care

towards employees, needed to have microwave
ovens in the workplace tested regularly for
radiation leakage

• that the Australian Standards relating to
microwave ovens required that such ovens used
in the workplace be tested regularly for
radiation leakage

• that Microwave Safe Australia had an affiliation
with government authorities.

On 12 May 2006, the Court ordered Microwave
Safe to place a corrective advertisement, in the
form and size determined by the Court, in four
major newspapers, one day per week for three
consecutive weeks. The first advertisement was to
appear by 25 June 2006. To date, no corrective
advertisement has been published and the
company has ceased trading. On 30 June 2006 a
representative for the Commissioner for Fair
Trading attended a meeting of the creditors of
Microwave Safe Australia Pty Ltd and made a
formal proof of debt submission ($65,000). On 4
July 2006 Mr P Ngan of Ngan & Co was appointed
as liquidator of Microwave Safe Australia Pty Ltd
through a creditors' voluntary winding up
notification to the Australian Securities and
Investments Commission.

Tekcorp Fire Retardant Systems Pty Ltd
The Tekcorp group of entities and its principals Ian,
Roslyn and Gavin Keech supply fire retardant
treatment processes to a range of materials
including plywood flooring sheets. Tekcorp made
misleading, deceptive or false representations in
relation to the testing standards achieved by its
treatment process. Fair Trading commenced
proceedings in the Supreme Court to restrain the
Tekcorp Group and associated individuals from
carrying on business relating to the treatment of fire
or flame retardation of any product. Result: In
March 2006 the Supreme Court by consent
declared the Tekcorp group of entities had engaged
in conduct that was misleading and deceptive.
Undertakings were made preventing them from
promoting or treating any product in connection to
certain claimed test results. The orders included a
requirement to place corrective advertising and
payment of $25,000 in relation to Fair Trading's
legal costs.

Fair Trading
intensified its fight
against false billers...
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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 of Fair Trading’s Legal Services
Division also acts or instructs in various
courts and tribunals where the Minister or
Commissioner intervenes in proceedings.

Cashback Australia
Cashback Australia promotes a cash redemption
scheme whereby consumers who purchase goods
from retail participants are promised "up to 100%"
off the purchase price after the expiry of a specified
period. According to promotional material the funds
used to pay claimants are placed in an independent
trust administered by the Australasian
Administrative Commercial Fund (2005) Pty Ltd.

Concerns have been raised about the Trust's
independence, the cash redemption rules and the
long term financial viability of the scheme.
Ministerial statements have urged consumers to be
wary of the scheme and Fair Trading is continuing
to closely monitor its operation.

Finance Broker Conduct
Fair Trading is continuing its crackdown of finance
brokers who illegally demand upfront fees or
commissions before the loan is approved. Rogue
operators continue to target disadvantaged
consumers who have difficulty obtaining credit
from mainstream lenders. In some instances it
appears that operators have made no attempt to
operate a legitimate business or obtain finance for
consumers as promised. Further enforcement
action is likely to be instituted by Fair Trading
against these operators.

Civil litigation
Court/Tribunal Act No. of matters
High Court

TA Act 2
Supreme Court
Injunction FT Act 4

HB Act 2
Other Other 8
Contempt SC Rules 1
District Court

BN Act 1
Local Court

HBAct 7
SSM Act 9
Other 2

Administrative Decisions Tribunal
BN Act 4
CL Act 5
HB Act 40
MD Act 3
PSBA 9
V Act 1
Other 9

Consumer Trader and Tenancy Tribunal
Insurance Appeals HB Act 25

Other 3
Total
High Court 2
Supreme Court 15
District Court 1
Local Court 18
Administrative Decisions Tribunal 74
Consumer Trader and Tenancy Tribunal 28
Total 138

Legend
BN Act – Business Names Act, CL Act – Conveyancers Licensing Act, FT Act – Fair
Trading Act, HB Act – Home Building Act, MD Act – Motor Dealers Act, MVRA Act –
Motor Vehicle Repairs Act, PSBA – Property, Stock and Business Agents Act, SSM
Act – Strata Schemes Management Act, SC Rules – Supreme Court Rules, TA Act –
Travel Agents Act, V Act – Valuers Act.
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Penalty notices
Act/Regulation Defendants Offences  Penalties
Business Names Act 2 2 $800
Business Names Regulation 22 24 $8,600
Fair Trading Act 38 39 $21,450
Home Building Act 228 332 $157,350
Home Building Regulation 9 9 $2,150
Motor Dealers Act 126 275 $178,640
Motor Dealers Regulation 12 18 $5,940
Pawnbrokers and Second-hand Dealers Act 10 20 $9,400
Pawnbrokers and Second-hand Dealers Regulation 1 1 $300
Property Stock and Business Agents Act 40 42 $41,800
Property Stock and Business Agents (General Regulation) 6 9 $6,050
Trade Measurement Act 30 51 $16,940
Total 524 822 $449,420

Stephen and Jordan Larkin
Stephen Larkin, his son Jordan Larkin and
associates conducted a finance broking business
which over several years operated under a number
of different names including Michaels Accounting
Services, Prestige Accounting, Fortune Finance,
and Asset Accounting (NSW). Consumers alleged
that they paid hundreds of dollars in upfront fees for
personal finance, after being guaranteed that their
loans would be approved. Consumers did not
receive loans or refunds of the upfront fees. Result:
On 13 February 2006, the NSW Supreme Court
ordered by consent that Stephen and Jordan Larkin
be restrained from operating as finance brokers and
engaging in misleading or deceptive conduct for 20
years and 10 years respectively. Orders include
strict periodic payments over 6 months totalling
$12,690 as compensation for 20 consumers.

Credit Accounting Consultancy (CAC)
In June 2004, the Supreme Court ordered the
establishment of a trust fund to reimburse
consumers who suffered a loss as a result of their
dealings with CAC, who had operated a finance
broking scam. Three of the defendants were
ordered to pay $200,000 each, in addition to
$700,000 consented to by the remaining defendant.
The term of the trust fund concluded in December
2005. Fair Trading has paid 130 consumers a total
of $505,578 in claims from the trust fund, averaging
$3,889 per claim.

Unsubstantiated product claims
We regularly review claims and representations
made by traders to promote their products and
services. A particular focus is applied to traders
whose claims appear to be too good to be true such
as various "get rich quick" schemes which promise
fantastic returns or investments or alternate health
practitioners who claim that they can cure various
terminal illnesses such as cancer.

In some cases, Fair Trading has issued Notices
under section 23A of the Fair Trading Act which in

effect require a trader to substantiate the factual
basis for their representations. Where necessary,
Fair Trading has taken direct action such as the use
of search warrants to gather evidence against
traders who are prepared to say anything to sell
their products.

Motor vehicles

Motor dealers
NSW law requires people who carry on the
business of buying, selling or exchanging motor
vehicles to be licensed. Penalties of up to $110,000
and loss of proceeds can be imposed for a first
offence and imprisonment of up to 12 months for a
second offence. The Office of Fair trading has
adopted an effective strategy to identify and deal
with unlicensed motor dealers. Offenders are not
only prosecuted, but where warranted, injunctions
are sought from the Supreme Court to prevent them
from dealing in motor vehicles.

Fair Trading uses a special team of investigators to
monitor the industry, to follow up consumer
complaints and to target specific operators who
come to notice through intelligence gathering.
During 2005-2006, Fair Trading dealt with a number
of significant cases.

Tony Micevski
Mr Micevski was found guilty in Liverpool Local
Court on 2 March 2006 for unlicensed motor
dealing and making a false representation
concerning the sale of a motor vehicle. A total of
$25,000 in fines, compensation, forfeiture of
proceeds and costs were imposed by the court.

Horacio Luis Vodopivec
Mr Vodopivec was found guilty in Downing Centre
Local Court on 29 August 2005 for unlicensed motor
dealing and making a false representations
concerning the sale of a motor vehicle. Almost
$32,000 in fines, compensation, forfeiture of
proceeds and costs were imposed by the court.

Offenders are not
only prosecuted,
but prevented from
dealing in motor
vehicles.
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Motor vehicle repairs
The Motor Vehicle Repair Industry Authority
prosecuted 8 people for a total of 18 offences
against the Motor Vehicle Repairs Act. Convictions
were recorded against all 8 defendants and a total
of $43,015 was awarded in fines and costs. The
offences related to carrying on or advertising a
motor vehicle repair business without a licence, the
employment of uncertificated tradespeople and
failure to produce records to the Authority's
inspectors.

Product safety

Product recalls
The Office of Fair Trading is empowered under the
Fair Trading Act and the Electricity Safety Act and,
since 3 February 2006, the Electricity (Consumer
Safety) Act to direct suppliers to recall dangerous
or defective goods. In practice, most recalls are
achieved through by negotiation without having to
invoke these powers or are instigated by suppliers
on a voluntary basis. During the year, 46 products
were publicly recalled following intervention or
after consultation with the Office of Fair Trading.

Safety and standards
Fair Trading in administering parts of the Electricity
Safety Act, the Gas Supply Act and all of the Fair
Trading (General) Regulations 2002 certifies
electrical and natural gas appliances for sale and
conducts investigations into the safety of electrical,
natural gas appliances and certain general
consumer products. Examples of products include
children's toys, textile products, sunglasses,
helmets, elastic luggage straps, babywalkers,
portable soccer goals and cigarette lighters. There
are 19 mandatory product safety standards under
the Fair Trading (General) Regulations and 56
declared electrical ar ticles under the Electricity
Safety Act 1945. The Electricity (Consumer Safety)
Act 2004 replaced the Electricity Safety Act 1945 on
3 February 2006.

In 2005 - 2006, eight traders were prosecuted, one
trader entered into an enforceable undertaking with
the Commissioner under the Fair Trading Act, 33
infringement notices were issued, over 388 unsafe
products were withdrawn from sale and 208
suppliers were formally cautioned for breaching
their fair trading obligations.

Sydney Royal Easter Show
At this year's inspection on 9 March 2006, the
contents of 293 showbags supplied by 11 exhibitors
were inspected for compliance with safety and
information standards under the Fair Trading Act.
Fair Trading directed the removal of a non
compliant pop n' catch projectile toy and bikini
swimwear that did not contain the appropriate
textile information labels. In addition there were six

plush toys that suppliers were directed not to
supply until they produced a report showing the
toys comply to the Australian Standards as it is a
compliance strategy not to allow children's toys to
be offered at the Royal Easter Show unless these
reports are available.

Fair Trading's safety investigators also attended the
Castle Hill Show on 24 March 2006. This show is
traditionally a lead up event to the Royal Easter
Show. Six non compliant projectile toys were
removed from sale from two stallholders. These
non-compliant toys were not being made available
by showbag suppliers. The stallholders selling the
projectile toys did not attend the Royal Easter Show.

Safe products survey
Each year Fair Trading undertakes marketplace
surveys to detect unsafe, non compliant products
and takes action to have them removed from sale.
During this year, 1,783 inspections were conducted
at retail stores, markets and field days in over 227
towns across NSW.

Number of certifications and fees paid
The Electricity (Consumer Safety) Act 2004
replaced the Electricity Safety Act 1945 on
3  February 2006. The Office of Fair Trading
administers the Electricity (Consumer Safety) Act
2004 and the Electricity (Consumer Safety)
Regulation 2006. Under these laws, NSW requires
56 classes of household electrical articles such as
televisions, refrigerators and room heaters to be
approved and comply with safety standards before
being offered for sale. All other articles are required
to be safe. The Office of Fair Trading is the approval
and compliance enforcement authority for NSW. In
addition the Office is represented on various
Australian electrical safety standard committees.

This year, 2,617 new, modified or renewed articles
were approved which generated revenue of
approximately one million dollars.

Products Safety Committee Inquiry
The NSW Products Safety Committee met on 12
October 2005 to consider the safety of rubber hot
water bottles. The Committee found that hot water
bottles have been used in Australia for generations.
The volume of sales indicates the community
perceives benefits in hot water bottles and there is
no other product which is a direct substitute.
Rubber hot water bottles have dangerous
characteristics resulting from filling with hot or
boiling water. Hot water bottles can leak or burst
whilst filled and cause injury. A consumer cannot
determine by visual inspection whether a rubber
hot water bottle, upon purchase, is of safe
construction.

There is a relatively low incidence of injury relative
to the extensive distribution of rubber hot water

During the year,
46 products were
publicly recalled...
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bottles. It is unlikely that most importers and
retailers would comply with any voluntary safety
guideline based on the British Standard BS
1970:2001 that is promoted by Fair Trading.

The Committee recommended that a mandatory
safety standard be made for rubber hot water
bottles based on the physical properties, closure
and performance requirements of the British
Standard BS 1970:2001 "Hot water bottles
manufactured from rubber and PVC - Specification"
as amended on 2 March 2004. The committee also
recommended a consumer awareness campaign in
conjunction with implementation of the mandatory
standard. The Minister for Fair Trading accepted the
recommendations of the Committee.

Fair Trading is now developing a product safety
standard under the Fair Trading Act which will draw
on the British Standard. Fair Trading is also working
with its interstate and New Zealand counterparts to
ensure that any mandatory safety standard
introduced is uniform across Australia.

Accommodation and
property services

Banora Point Caravan Park
Following a long history of instability in the park,
litigation by residents and unsatisfactory
management practices of the park owner, Fair
Trading used new amendments to the Residential
Parks Act, to seek the appointment, through the
Supreme Court, of an administrator to safeguard the
well-being of the residents of the park. Fair Trading
sought an expedited hearing before the Supreme
Court due to the deteriorating situation in the park.

After the matter was sent down for hearing, the park
owner served termination notices on all residents
of the park. The owner then commenced
downgrading services. A number of residents
applied to the Consumer, Trader and Tenancy
Tribunal challenging the validity of the termination
notices, to maintain services and facilities in the
park and to keep the park open. The Minister
intervened in the matters before the Tribunal to
assist the residents.

Woolcott Court Retirement Village
This village located at Wahroonga consists of 31
strata titled units. During September 2001 the
Commissioner for Fair Trading became aware of
the impact of the financial circumstances of the
operator upon the residents. An investigation
established the wellbeing and financial security of
the residents was at risk. On 5 October 2001, on
application by the Commissioner, the Supreme
Court appointed an administrator under section
84(1) of the Act. During the administration of the

Village, the directors of the operating company
Woolcott Village Pty Ltd also appointed an
administrator under the Corporations Act 2001 and
subsequently this person was appointed liquidator.

Attempts to sell the Village as a going concern
were unsuccessful. The final creditors meeting of
Woolcott Village Pty Ltd was held on 19 August
2005. The company was deregistered by the
Australian Securities and Investments Commission
on 19 November 2005.

The Office of Fair Trading had received legal advice
that once the operating company is de-registered,
the administrator appointed under the Retirement
Villages Act could no longer effectively continue. As
a result of this on 13 June 2006, an application was
made to the Supreme Court for the termination of
the administrator appointed under the Act. On 13
July 2006, the appointment of the administrator was
revoked. Fair Trading continues to assist the
remaining residents at this time, subsidising
payment for the provision of services and assisting
residents wherever possible in determining their
place of residence.

Real estate
The Property, Stock and Business Agents Act
allows the Commissioner for Fair Trading to appoint
a manager to a real estate agency if it is necessary
to protect the interests of other persons. During
2005-2006, the Commissioner appointed six
managers to licensees' businesses. In other cases
the Commissioner can take disciplinary action
against licensees for a range of other offences.
During the year, 103 licensees were asked to show
cause why disciplinary action should not be taken
against them. Another 27 persons had their
licences or certificates of registration cancelled or
have been permanently disqualified from the
industry.

Real estate audit lodgement program
To protect client's money, agents must establish
and maintain trust accounts, bank trust money
promptly and have their trust accounts audited
annually by a suitably qualified professional.
Reports of these audits must be submitted to the
Commissioner by 30 September in each year.
During the year, a total of 245 formal cautions were
issued. A number of licensees are facing further
disciplinary action for repeated failure to lodge
returns.

Pitaree Pty Ltd trading as Elders Real Estate
Forster/Tuncurry
An inspection at Pitaree Pty Limited revealed a trust
account deficiency of $125,167.42. The inspection
also revealed the licensee Helen Torey allowed
another person unauthorised access to trust funds

To protect client's
money, real estate
agents must
establish trust
accounts and have
them  audited
annually...
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for his own business. Result: The Commissioner
appointed a manager on 24 February 2004 who sold
the business to recoup funds to the Property
Services Compensation Fund. As a result of
disciplinary action taken by the Commissioner, on
5 July 2005, Pitaree Pty Ltd was permanently
disqualified from holding a licence and Ms Torey
was disqualified from being involved in the
direction, management or conduct of the business
of a licensee for a period of ten years.

Michael Anthony Kearney
An inspection of Michael Kearney Real Estate at
Ballina on 12 October 2004, revealed a trust
account deficiency of $70,744. The resulting
investigation found trust money had been
unlawfully used to pay the licensee's household
and medical expenses. Result: On 4 October 2005,
Mr Kearney's licence was cancelled and he was
disqualified from being involved in the direction,
management or conduct of the business of a
licensee for a period of ten years.

Wayne John Kelly
As a result of a complaint received on 21 October
2003, Fair Trading investigated Mr Kelly, a
certificate of registration holder and director of
Debway Pty Ltd which traded as L J Hooker
Shellharbour. The complaint related to his failure to
promptly inform a principal of an offer made to
purchase a property, which was a breach of rules
of conduct which agents must observe. Result: On
29 September 2005, as a result of disciplinary
action taken against him, Mr Kelly was
reprimanded for his conduct. A condition was also
placed on him that he not act as a licensee in
charge for 12 months.

Robert Bart Doff and Jetoten Pty Limited trading
as Laing & Simmons Double Bay
On 11 February 2005, Mr Doff, the licensee in
charge and director of the licensed corporation,
was convicted of the offence of "Insider Trading" at
the NSW Supreme Court. Following the dismissal
of appeals, Fair Trading issued a show cause notice
to Mr Doff and the corporation. Section 16 of the
Property, Stock and Business Agents Act
disqualifies a person if they have been convicted
for an offence of dishonesty within the past ten
years. Result: On 7 February 2006, Mr Doff's
licence was cancelled and he was disqualified
from holding a licence for a period of five years.
The disqualification did not prevent Mr Doff from
holding a certificate of registration which would
allow him to work in the real estate industry. A stay
of this determination, with conditions imposed was
granted in the Administrative Decisions Tribunal on
3 March 2006 pending a review of the
determination. The effect of the stay was that Mr
Doff would continue to hold his original real estate
agent's licence until the matter has been
determined by the Tribunal. On 8 June 2006, Mr Doff

withdrew his application for a review of the original
decision.

Paul Grant Bertolissio and Glenhaven
Real Estate Pty Ltd
An inspection in April 2004 of the agency which
operated in Baulkham Hills, revealed a trust
account deficiency of $98,365. The subsequent
investigation determined Mr Bertolissio had used
trust monies for his own business purposes.
Result: On 4 May 2006, as a result of disciplinary
action, Mr Bertolissio's licence was cancelled and
he was permanently disqualified from being
involved in the direction, management or conduct of
the business of a licensee. The licence of the
corporation was cancelled.

Home building

This year 341 penalty notices were issued valued
at $159,500 to those found breaching the Home
Building Act. A further 21 people were prosecuted
resulting in $204,460 in fines and costs being
issued by the courts. A total of 32 disciplinary
actions were undertaken, resulting in $53,750 in
fines being issued, with two contractors being
permanently disqualified from holding a licence.

Inspections

Operation Staunch
The Home Building Service undertook an operation
to target unlicensed residential building activity in
the Port Macquarie to Tweed Heads region. Known
as Operation Staunch, the operation was conducted
between 26-30 September 2005. A team of eight
investigators visited 150 sites and conducted 240
interviews. The operation revealed a high level of
compliance within the region, with only seven
people being issued with penalty notices for doing
unlicensed residential building work. The high
compliance level may be attributable to previous
compliance programs conducted in the region in
2004. Increases in the residential building work
threshold from $200 to $1000, and the slowing of
building work generally, may also have contributed
to the compliance rate.

Operation HOWIE
Operation HOWIE (Home Owners Warranty
Insurance Enforcement) was the first compliance
program to focus on home warranty issues and
was held in the Sydney metropolitan and
Wollongong regions between 20-30 March 2006.
Investigations targeted contractors who had a
history of complaints relating to a failure to comply
with the home warranty insurance provisions of the
Home Building Act 1989. Fourteen investigators
visited 207 sites and issued 19 penalty notices for
infringements which included non provision of
home warranty insurance, not having the correct

Operation Staunch
revealed a high level

of compliance in
residential building

activity.
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form of contract, as well as for seeking, contracting
and/or doing residential building work while
unlicensed. In addition to undertaking
investigations, investigators also randomly visited
retail outlets and factory premises to remind
building contractors of their responsibilities in
relation to the provision of home warranty
insurance.

Operation Spoke Shave
A 'spoke shave' is a tool used to shape timber, and
this operation sought to 'shape up' contractors who
were engaging in unlicensed residential building
work on the Central Coast. From 22 May to 2 June
2006 14 of our investigators reviewed newspaper
advertising and conducted site visits.
• 226 advertisements were reviewed with 14

penalty notices issued to contractors who
advertised to do residential building work without
being the holder of an appropriate licence.

• 198 sites were visited, with 500 contractors
being spoken to. The overall compliance rate
was 84%, with the painting trade returning the
lowest rate of 65%.

• 48 penalty notices were issued for doing
unlicensed residential building work. A further 16
matters are still under investigation and may
result in further penalty notices being issued.

Investigations

Licence scam - 105 builders banned
On 21 December 2005, the Independent
Commission Against Corruption tabled its Operation
Ambrosia report into the investigation of schemes
to fraudulently obtain building licences issued.
During the course of the inquiry, Fair Trading took
immediate steps to cancel the licences of those
individuals identified as having supplied false
qualifications in support of their application. Result:
A total of 76 individual licences and 29 associated
company licences have now been cancelled. The
cancelled licences were obtained with fraudulent
qualifications and a list of these names is available
on Fair Trading's website.

Michael Anthony Partridge - A to Z Property and
Inspection Service and Sentimon Pty Ltd
Mr Partridge was an unlicensed building consultant
who conducted pre-purchase home inspections.
Complaints indicated that Mr Partridge failed to
identify significant defects during the course of his
inspections, to his client's disadvantage. Mr
Partridge advertised his services in the Yellow
Pages and on the internet under the names
Inspector Homes of Sydney, A to Z Property and
Pest Inspection Services, and Sentimon Pty Ltd.

We investigated his conduct and executed a search
warrant on his St Ives residence. Covert
surveillance provided video evidence of Mr
Partridge conducting a pre-purchase inspection

while he was unlicensed. Result: A Supreme Court
of NSW order restrained Mr Partridge from
continuing to breach the Act. On 10 February 2006,
the court ordered that Mr Partridge be permanently
restrained from doing building consultancy work,
establishing or conducting any web site
representing that he is prepared to do that work,
and inducing a person to enter into a contract to do
that work while he is not the holder of a licence.

Mr Partridge was brought back before the court for
breaching those restraining orders. On 31 May
2006 he was sentenced to 150 hours of community
service for breaching the interim orders of the court
that he refrain from contracting to do building
consultancy work whilst unlicensed, and was given
a 12 month good behaviour bond for breaching
interim orders that he close his consultancy web
site.

Prosecutions

Rebecca Payne - unlicensed swimming pool
installation
On the far north coast of NSW, Rebecca Payne was
contracting to build swimming pools without
holding a contractor licence. The contract prices of
the swimming pools ranged from $16,000 to almost
$19,000. Result: She faced the Tweed Heads Local
Court on 8 August 2005 in relation to 4 counts of
unlicensed contracting. She was convicted on each
offence and was ordered to pay fines and costs
totalling $5,022.

Pobjie Agencies Pty Ltd trading as Prouds Home
Improvements
The company would undertake major marketing
campaigns signing up numerous consumers and
taking deposits, failing to supply home warranty
insurance and often failing to commence work.
Result: The Home Building Service took
disciplinary action against Thomas and Michael
Pobjie on numerous counts of improper conduct.
Disciplinary action was taken against Michael
Pobjie in his capacity as the general manager and,
at certain relevant times, a director of Pobjie
Agencies Pty Ltd, for numerous offences against
the Home Building Act 1989, and Thomas Pobjie
as managing director. In July 2005, Thomas Pobjie
was disqualified for a period of 10 years from
being the holder of an authority issued under the
Act for his involvement in Pobjie Agencies Pty
Ltd’s breaches of the Home Building Act regarding
failure to provide home warranty insurance,
breaches of statutory warranties and failure to
comply with an order of the Consumer, Trader and
Tenancy Tribunal. In December 2005, following an
internal review, Michael Pobjie was also
disqualified for a period of 10 years from being the
holder of an authority under the Act for his
involvement in Pobjie Agencies Pty Ltd’s breaches
of the Home Building Act.

Fair Trading took
immediate steps to
cancel the licences
of those individuals
identified as having
supplied false
qualifications...
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Ahmad Diab - house painter banned for 5 years
Operating under various names, including Image
Design and Painting Services, Mr Ahmad Diab was
a serial offender who defrauded 64 victims across
Sydney. He specifically targeted elderly
consumers. Mr Diab placed advertisements,
usually in residential newspapers, offering to paint
residential premises and promising 'reasonable
rates' and 'pensioner discounts'. After Mr Diab was
called to provide a quotation, he convinced the
owner to pay a deposit of up to $4,600. He took the
money but did not return to complete the work. It is
estimated that Mr Diab has defrauded a total of
$118,176.50 from consumers across Sydney.

The Home Building Service took enforcement
action against Mr Diab in an effort to stop his
activities. He was taken to court in relation to 18
counts of breaching the Home Building Act 1989,
and he was convicted on 15 September 2005 and
ordered to pay fines and costs totalling $8,649.
Undeterred, Mr Diab continued with his fraudulent
conduct and we instituted proceedings in the
Supreme Court of NSW seeking orders restraining
him from breaching the Act. Result: On 1 February
2006, the Supreme Court restrained Mr Diab from
advertising for, or from doing, residential building
work for a period of 5 years. Proceedings were
instituted in the Supreme Court alleging that Mr

Disciplinary Results Home Building Compliance 2005-2006
Tader’s Name Licence No. Nature of Allegations Determination Fines
Arnold, Richard Ronald 41806 Breach of statutory warranty Fine $3,500
Bayline Roofing Pty Ltd 98503c Failure to comply with rectification order Reprimand
Boyle, David Steven 25330c Failure to comply with CTTT order Reprimand
Butcher, Craig 102630c Improper conduct Reprimand
Butcher, Michelle Elizabeth 102630c Improper Conduct Reprimand
Byrne, John Edwin 16909s Improper conduct. Breach of a statutory warranty. Cancel supervisor

certificate
Cavalier Homes (Gold Coast) Pty Ltd 143042c Improper conduct No further action -

licence surrendered
Chand, Rajnesh 161766c Fraudulent TAFE NSW Diploma in support of

an application for a contractor licence Disqualified for 5 years
Coleiro, Peter Joseph 140744c Improper conduct Fine $2,000
Cox, Gary Leonard 11365 Breach of statutory warranty Fine $5,000
Damien Development Pty Ltd 132945c Failure to comply with rectification order Found not guilty of improper conduct
Dennis, Craig Christopher 2642c Improper conduct Reprimand
Diab, Ahmad 136701c Improper conduct. Failure to comply with

CTTT order & rectification order Disqualified for 5 years
Fence Magic (Southside) Pty Ltd 56360c Failure to comply with a rectification order Reprimand
Hkeik, Raymond Elias 40686 Failure to comply with rectification order Notice dismissed
Hunter, Scott Michael 118870c Breach of statutory warranty Reprimand
Lazzarini, Barry John 36894s Improper conduct Reprimand
Macerola, Vincenco Fortunato 137636c Improper conduct. Breach of a statutory warranty Fine $20,000
Menniti, Agazio 150073c Fraudulent TAFE NSW Diploma in support of

an application for a contractor licence Disqualified for 5 years
Naidu, George Karan 121621C Fraudulent TAFE NSW Diploma in support of

an application for a contractor licence Disqualified for 10 years
O'Reilly, C H & C M 43415c Breach of statutory warranty Fine and reprimand $6,250
O'Reilly, Christopher Hugh 39553 Breach of statutory warranty Reprimand
Ozkote Pty Ltd 137960c Breach of statutory warranty. No home

warranty insurance Licence cancelled
Pobjie, Thomas Walter QR31740 Improper conduct. Failure to comply

with CTTT order. No HWI Disqualified for 10 years
Rek, Jerzy R99418 Work not done in a proper and workmanlike

manner No further action
Robert Bird Pty Ltd 6956 Failure to comply with CTTT order Fined $2,500
Southern Cross Climate 113481c Failed to comply with CTTT order Reprimand
Sykes, John Robert 152464c Fraudulent references purportedly given in

support of application for a contractor licence Disqualified for 5 years
Thompson, Andrew Edward 75406C Failure to comply with a rectification order Reprimand
Vrankovic, Miroslav unlicensed Breach of a statutory warranty & failure Fine $2,000
Wooden, David James 61322c Improper conduct No further action
Younan, Tony 46949C Improper conduct Fined $12,500
Total Fines $53,750
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Prosecution Results Home Building 2005 – 2006
Trader’s Name Court Result Fines ($)
Callas, Peter Downing Centre Fined and 12 month good behaviour bond $2,865
Dennis, Neale Raynor t/as Tarmac Constructions Maitland Fined $1,665
Diab, Ahmad Liverpool Fined $13,209
Dingwall, Gregory Robert Downing Centre Fined $7,325
Droubi, Ali El Burwood Fined $11,415
Galdona, Joseph Parramatta Proved but dismissed s10 Crimes (Sentencing

Procedure) Act - costs awarded only $150
Gawith, Eric Martin Parramatta Fined $19,000
Hobba, Anthony John Parramatta Fined $70,955
Hqz Typeset Pty Limited Liverpool Fined $9,080
Jones, Mark William Downing Centre Fined $2,490
Karam, Carl Burwood Fined $5,915
Karapatsakis, Themy Liverpool Fined $23,825
McCorriston, William Hans Wyong Fined $1,925
Mcgrath, Kenneth Maxwell Parkes Fined $14,045
Melissari, Andrew Liverpool Fined $4,540
Melissari, Michelle Liverpool Fined $4,540
Morgan, Darryl P Belmont Fined $1,065
Payne, Rebecca Tweed Heads Fined $5,022
Phillips, Peter Parramatta Fined $4,430
Tolomeo, Erasmo Parramatta Fined $265
Zammit, Anthony Kogarah Dismissed under s.10 Crimes (Sentencing

Procedures) Act - costs awarded only $734
Total Fines $204,460

Diab has breached those orders. On 3 July 2006
Mr Diab pleaded guilty to 36 charges relating to his
breaches of these orders. 23 charges were
dismissed as the court found that Mr Diab had
already been punished in relation to that conduct as
a consequence of earlier proceedings. As Mr Diab
was serving a custodial sentence in relation to
charges brought by the NSW Police, the NSW
Supreme Court sentenced Mr Diab to a 9 month
non parole period with a 9 month parole period to
apply when he is released from jail some time after
9 June 2007.

Anthony John Hobba - unlicensed bricklayer
Anthony John Hobba was an unlicensed bricklayer
operating mainly in the Sydney metropolitan area.
As he worked on residential premises, he was
required to hold a licence under the Home Building
Act 1989. He did not have a licence but continued to
contract for and carry out his work as a bricklayer.
We investigated his conduct and instituted
proceedings against him in the Parramatta Local
Court. Result: On 14 October 2005, Mr Hobba was
convicted of unlicensed contracting for residential
building work (bricklaying), 5 counts of doing
residential building work while unlicensed and

seven counts of misrepresenting that he was the
holder of a contractor licence. Mr Hobba was
ordered to pay fines and costs totalling $70,955.

Co-operatives and associations

Murawina Mt Druitt Co-operative Limited
The Registry of Co-operatives & Associations
conducted an inquiry into the financial position of
the Murawina Mt Druitt Co-operative Ltd as a result
of serious concerns about the co-operative's
solvency.

The co-operative was a multifunctional child care
service for children of aboriginal descent, for which
the two main funding agencies were the
Commonwealth Department of Family &
Community Services (FACS) and the NSW
Department of Community Services (DOCS).
The matter was first before the Supreme Court on 8
August 2005 and subsequently before Justice Young
on 30 January 2006. Result: An order was granted
to windup the affairs of the co-operative on the
grounds of insolvency and public interest, and that
Peter Burton be appointed as the liquidator.

Prosecution Results Home Building 2005 – 2006
Trader’s Name Court Result Fines ($)
Callas, Peter Downing Centre Fined and 12 month good behaviour bond $2,865
Dennis, Neale Raynor t/as Tarmac Constructions Maitland Fined $1,665
Diab, Ahmad Liverpool Fined $13,209
Dingwall, Gregory Robert Downing Centre Fined $7,325
Droubi, Ali El Burwood Fined $11,415
Galdona, Joseph Parramatta Proved but dismissed s10 Crimes (Sentencing

Procedure) Act - costs awarded only $150
Gawith, Eric Martin Parramatta Fined $19,000
Hobba, Anthony John Parramatta Fined $70,955
Hqz Typeset Pty Limited Liverpool Fined $9,080
Jones, Mark William Downing Centre Fined $2,490
Karam, Carl Burwood Fined $5,915
Karapatsakis, Themy Liverpool Fined $23,825
McCorriston, William Hans Wyong Fined $1,925
Mcgrath, Kenneth Maxwell Parkes Fined $14,045
Melissari, Andrew Liverpool Fined $4,540
Melissari, Michelle Liverpool Fined $4,540
Morgan, Darryl P Belmont Fined $1,065
Payne, Rebecca Tweed Heads Fined $5,022
Phillips, Peter Parramatta Fined $4,430
Tolomeo, Erasmo Parramatta Fined $265
Zammit, Anthony Kogarah Dismissed under s.10 Crimes (Sentencing

Procedures) Act - costs awarded only $734
Total Fines $204,460
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Trade measurement
Fair Trading has an active trade measurement
compliance and enforcement program to ensure
weighing and volumetric measuring instruments
are accurate and that pre-packed articles contain at
least the amount stated on the package. During the
year, 3,468 inspections were conducted and 3,669
measuring instruments including petrol & diesel
dispensers, LPG dispensers and domestic gas
meters were examined or tested for compliance
and accuracy. The instruments not correct at the
time of testing were not allowed to be used for trade
until they were corrected. In addition over 13,000
packages were inspected for accuracy of weight
statements with over 11, 000 packages correctly
labelled at the time of inspection. Of the non-
compliant packages, none were underweight. But
other problems were detected such as omission of
a packer identification, wrong positioning of weight
statements incorrectly situated and the use of non
metric weight statements. During the year 45
licensee audits were also conducted

Fair Trading also conducted a large number of
industry and staff training seminars that ensure
industry, license holders and their certifiers are up
to date with information and test procedures. These
activities include:
• Seminars in Albury and Tweed Heads for persons

licensed to certify trade measurement measuring
instruments including other state trade
measurement authorities to discuss and
recommend solutions for any cross border
issues in Trade Measurement.

• Training courses in the new uniform test
procedures for the verification/certification of fuel
dispensers. These courses were conducted in
conjunction with the National Measurement
Institute and were for licensed certifiers and all
regional based Fair Trading Inspectors.

• Australian Institute of Petroleum "Safety on Fuel
Distribution Sites" training courses for all
regional based Fair Trading Inspectors.

• Industry support to licensed certifiers at "Tool
Box Meetings".

• Provision of specialised test equipment and
operators to all Fair Trading regional areas
including a Fuel Dispenser Test Unit, High Flow
Fuel Dispenser Test Unit, LPG Test Unit and the
Reticulated Gas Meter Test Unit. This includes
actively attending Customer Services Division
organised Regional Access Programs to provide
specialised Trade Measurement knowledge and
exper tise.

• Provided ongoing training for all regional based
Fair Trading Inspectors in relation to the
inspection and verification of all types of
weighing and volumetric measuring instruments.

Fair Trading provided significant assistance to the
National Measurement Institute in the production of
new uniform test procedures for bulk flowmeters.

We also assessed and authorised three new
companies to sell, test and stamp domestic gas
meters.

The Office's Measurement and Technical Services
Branch includes a Standards Laboratory which
provides highly specialised services which
facilitates accurate trade measurement. In NSW it
is estimated that some $100 billion worth of trade
is conducted by reference to measurement, such
as weight, volume, or length. The Standards
Laboratory is responsible for:
• the State Primary Standards of measurement and

their maintenance
• maintenance of reference standards of

measurement and providing technical support to
regional based Fair Trading Inspectors

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

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

In 2005 - 2006 the Standards Laboratory issued 338
Regulation 13 certificates, (a certificate issued for
a reference standard of measurement under
Regulation 13 of the National Measurement
Regulations 1999) all in less than 10 working days,
certifying 3,647 items. Verification fees collected
totalled $73,047. The branch also administers 197
servicing licenses and 96 public weighbridge
licenses. This collected $1.5M in licensing fees.

Inspection programs
Our inspection programs ensure that consumers
throughout the state get a fair go. Inspection
programs aim to ensure traders are appropriately
licensed and that consumers get what they pay for.
During 2005-2006 our inspectors found 97%
compliance with legislative requirements.

Our compliance activities during 2005-2006
included:
• inspection of travel and real estate agents to

ensure they were complying with legislation
• inspection and monitoring of motor dealers, auto

dismantlers, second hand dealers and pawn
brokers

• checking of weighing and scanning equipment at
supermarkets and other retail outlets

• inspection of petrol pumps, LPG and high flow
aviation fuel units to ensure accuracy and
certification and safety of equipment

• inspection of electrical hand tools at retail stores,
markets, agricultural shows and expos to ensure
compliance with Australian safety standards.

• inspection of liquor dispensing units at hotels and
licensed clubs and restaurants.

Motor dealers
Regular inspection and monitoring programs for
licensed motor dealers are conducted across NSW.

During 2005-2006
our inspectors

found 97%
compliance with

legislative
requirements.
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Motor dealers prosecuted under the Motor Dealers
Act or the Fair Trading Act:
• Charles Gauci - unlicensed Motor Dealer-MDA
• Valley Motor Auctions - FTA - false

representations
• Stephen Jennett - MDA - Odometer Interference
• William Ross - MDA - Odometer Interference
• Cardiff Select Cars - MDA - Disposal Vehicle off

Licensed Premises
• Peter Bujdosa - Binnaway -MDA.

Auto dismantlers
The purpose of the program is to assess
compliance levels within the auto-dismantler
industry, educate dealers regarding requirements
and, ultimately, improve compliance standards.

In the Hunter Region 45 auto dismantlers were
inspected in Newcastle, Maitland, Port Stephens,
Lake Macquarie and Central Coast. Of these 15
were satisfactory, 22 were issued with instructions
to correct issues of non-compliance, one will be
issued a notice to show cause and 8 auto-
dismantlers were issued penalty notices.

South region inspectors commenced a program of
auto-dismantler compliance targeting the South
East coast of NSW. The inspections revealed a poor
level of compliance, particularly in relation to
correct completion of prescribed records. All
dealers were instructed regarding legislative
requirements and future expectations.

High flow fuel testing
Our high flow fuel testing unit tests meters at fuel
depots and on tankers delivering bulk fuel and tests
meters dispensing fuel to motorists at service
stations. Each year the test unit is programmed to
visit and conduct inspections in all regions. This
year the unit has been in the Queanbeyan district,
the Hunter Region on the Central Coast and
Newcastle area, and in the West at Dubbo,
Gilgandra and Narromine. The North coast has also
been visited and of course the Sydney metropolitan
area.

In the Hunter Region 28 high flow truck mounted
meters were inspected. Operators were issued
with instructions to correct non-compliance issues
to 14 of these meters, (not necessarily for accuracy
issues).

Overall compliance in relation to accuracy of
measurement is in the 95% – 98% range.

Quality assurance survey
A Quality Assurance Survey was sent to all traders
inspected in West Region during a selected period -
200 traders were contacted. The aim of the survey
was to ascertain traders' perceptions about:
• how the inspector conducted the inspection

• whether Fair Trading maintains professional
standards and that the traders' expectations were
met

• whether the trader was satisfied with the level of
service provided by the Fair Trading inspector

• whether there was any way that inspectors could
improve the way they conduct inspections.

The response rate of the survey was 53.5% and
95.5% of traders were either very satisfied or
satisfied with the level of service received. The
results of the survey demonstrate the traders
surveyed have a high regard for Fair Trading
inspectors and the professional nature with which
they conduct their work.

Home Building

Licensing
This year we processed 10,598 new building
licences. There were 165,482 certificates and
licences current as at 30 June 2006.

Home building qualification requirements
From 1 January 2006, general building contractor
licences and qualified supervisor certificates were
only being issued to applicants who hold a
qualification approved by the Commissioner for Fair
Trading. The Certificate IV level (Certificate IV in
Building 3477) is now the minimum standard for
these licence categories. This approach applies a
standard educational requirement against which
applicants can be assessed for licensing purposes.
Transitional arrangements were put in place to
recognise training commenced under the previous
arrangements or undertaken in the past.

Similarly, the qualification requirements for the
trade categories were reviewed. A consultation
document was released proposing that a
qualification from a national training package
should be adopted as the standard for licensing
purposes. Oral assessments would be substituted
for a qualification against which applicants could be
assessed by a Registered Training Organisation.

Abolition of 20 year rule
Previously, applicants for a building licence who
did not hold an approved qualification but who could
show 20 years experience in carrying out or
supervising a wide range of building construction
works were able to qualify for the issue of a licence
or certificate by successfully completing a Building
Licensing Assessment through TAFE's Building
Industry Skills Centre.

The ability to obtain a licence or certificate based
only on practical experience plus an assessment
was originally a transitional provision which
accompanied the introduction of builders' licensing
over 30 years ago. However, an Independent

Overall compliance
in relation to
accuracy of fuel
flow measurement
is in the 95% – 98%
range.
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Commission Against Corruption enquiry into
schemes to fraudulently obtain building licences
raised concerns about the so called 20 year rule. It
was this provision which was largely at the root of
the problems identified by the ICAC's investigation
and led to the fraudulent activity of some
unscrupulous people and it was no longer
considered an adequate check of the qualifications
of an applicant. As a result, the 20 year rule was
abolished on 1 January 2006. This means that all
applicants for building licences will need to be
appropriately qualified to obtain a licence.

Proof of identity
As part of the continuous drive to offer better
protection to consumers, all applicants for building
licences and certificates are now required to
present themselves in person at a Fair Trading
Centre or Government Access Centre and undergo
a proof of identity check. This initiative was the first
step towards introducing photo licences for all
licence and certificate holders in the building
industry. A photo of each applicant is now required
with applications and each applicant needs to
provide documentation, such as, a driver's licence
and other secondary documents to assist
processing officers to determine their identity, in the
same way that an applicant for a driver's licence or
bank account would do. A transitional period was in
place until 28 April 2006 for acceptance of
applications supplied on older application forms
obtained prior to the introduction of the proof of
identity check and from 1 May 2006 it became a
mandatory requirement for applicants. There are 24
Fair Trading Centres and 49 Government Access
Centres across the state. Licence applicants in
regional and remote areas should not be more than
two hours drive away from any such centre.

Streamlined renewal forms
Each week about 2,000 licence and certificate
renewal applications are processed. In order to
simplify processes for applicants, a new renewal
form was developed for contractor, building
consultant, supervisor and tradesperson certificate
holders. The new forms were put into circulation in
July 2006.

The new form combines the renewal or restoration
of an authority and is a 'first and final' notice, a
practice consistent with that adopted by the other
licences issued by Fair Trading. The method for
reporting continuing professional development
points is simpler and authorises us to undertake
probity checks.

Home Warranty Insurance
During 2005-2006 further initiatives were
implemented as part of the establishment of a new
governance structure for home warranty insurance
providers. This work which builds upon action
undertaken during 2004-2005, as part of the

implementation of the recommendations NSW
Home Warranty Insurance Inquiry, included:
• the establishment of a Home Warranty Insurance

Scheme Board to monitor the insurance scheme
• the entering of an industry deed between the

Government and insurers;
• authorising and requiring insurers to exchange

relevant information between themselves and the
Government

• enhancing the capacity of insurers to provide
information to the Commissioner for Fair Trading

• the introduction of claims handling guidelines as
well as amendments to the market practice
guidelines

• the introduction of guidelines for the publication of
information based on data received from
insurers.

Insurance Scheme Board
The Scheme Board had previously operated in an
interim capacity. The membership of the Board was
approved by Cabinet on 5 December 2005.

The Scheme Board consists of 6 members being
the Director-General of the Department of
Commerce (or a nominee) and five persons
appointed by the Minister with a knowledge of or
experience in insurance products or commerce.
The functions of the Scheme Board are:
• to advise the Minister with respect to the

approval of kinds of insurance, and insurers
• to advise the Minister on the conditions of

approval of insurers and variations of such
approvals

• to monitor the operation of the scheme and to
provide advice and to make recommendations
with respect to the scheme

• to provide advice to the Minister with respect to
any other matter referred to it by the Minister.

Insurance Industry Deed
On 30 December 2005 the Minister for Commerce,
on behalf of the Government, signed an industry
deed with insurers providing home warranty
insurance in New South Wales.

The industry deed sets out the manner in which the
Government has agreed to exercise its powers and
authority under the Home Building Act 1989. This
includes consultation with insurers on changes to
the scheme, whether it is to the legislation or to the
industry guidelines insurers are required to comply
with as part of their conditions of approval.

The deed has been entered into by the seven
insurers approved to provide home warranty
insurance cover in New South Wales. In turn,
insurers have agreed to make a long-term
commitment to the home warranty insurance deed
providing insurers, builders, homeowners and the
Government with confidence as to the long-term
viability of the home warranty insurance market.

The 20 year rule
was abolished and
all applicants for
building licences
need to be
appropriately
qualified...
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Exchange of Information Between Insurers
Provisions of the Home Building Amendment Act
2004 that commenced on 1 September 2005
contained amendments to the Act to facilitate the
exchange of information relevant to the provision of
home warranty insurance between insurers.

The amendments enable builders to more easily
change their insurer and for insurers to have
access to all relevant information when
determining the eligibility of a builder for insurance
where the builder has previously had insurance
with another insurer.

Reporting of Data by Insurers
The home warranty insurance scheme is
appropriately monitored to ensure that it operates
effectively for homeowners, builders and
government. In order to undertake this role
properly, information and data is required from
insurers on policies and claims.

The information is needed to:
• inform stakeholders and the general public of the

financial progress of the scheme
• assess the affordability and viability of the

scheme
• assist in advising the Minister for Commerce and

the Government on the scheme
• assist in the investigation of policy matters, such

as possible changes to the scheme
• estimate the impact on the Government for

reinsurance purposes.

Reporting of data in this manner is common to
other statutory insurance schemes, such as
compulsory third party insurance for motor
vehicles and workers compensation.

Publication Guidelines
As a result of the commencement of the receipt of
data from insurers on the operation of the home
warranty insurance scheme, the Scheme Board
has recommended the adoption of guidelines for the
publication of information based on that data.

No information was published during the reporting
period as only limited data had been received from
insurers. It is expected the information to be
published will evolve over time as the scheme
matures.

Claims Handling Guidelines
Also arising from the implementation of the
recommendations of the NSW Home Warranty
Insurance Inquiry claims handling guidelines were
introduced on 1 September 2005. Compliance with
the guidelines is a condition of the approval for
insurers to provide home warranty insurance in
New South Wales.

The claims handling guidelines govern the way in
which home warranty insurers are required to deal
with claims made by consumers under home
warranty insurance policies. The guidelines
address issues such as procedures, service
standards, publication of information, third party
service providers and the provision of written
reasons for decisions. The guidelines were
developed in consultation with insurers

The Home Building Regulation was also amended
to provide for the deemed acceptance of a claim
where it has not been determined after 90 days of
its receipt by an insurer. The amendment applies to
all policies issued from 1 September 2005. Where a
consumer makes an insurance claim, if the insurer
has not determined liability within 90 days then
unless the insurer obtains an extension of time from
the insured or the Consumer, Trader and Tenancy
Tribunal, the claim is deemed to be accepted.

Amendments to Market
Practice Guidelines
The Market Practice Guidelines address issues
such as underwriting procedures, premium rates,
publication of information, assessment of eligibility,
service standards, written reasons for decisions,
outsourcing, intermediaries and complaint
handling/dispute resolution. The Guidelines are
designed to bring more transparency and
accountability to the provision of Home Warranty
Insurance.

On 1 January 2006, some minor amendments were
made to the Guidelines. The amendments require:
• insurers to provide a summary of past claims

experience to the Director-General when varying
premium rates

• insurers to provide a detailed summary of their
self-assessment or audit process, and its results,
to the Director-General within six weeks after the
end of the financial and calendar years

• that where the Director-General intends to
publish information based on data obtained from
insurers that a copy of the information proposed
to be published is to be provided to insurers for
comment at least 10 business days prior to its
intended publication.

New Insurers
Prior to the Government commissioning the NSW
Home Warranty Insurance Inquiry, there were only
two insurers approved to provide home warranty
insurance to builders in New South Wales.

The implementation of the Inquiry's
recommendations, along with other changes to the
regulatory regime has assisted in creating the

If the insurer has not
determined liability
within 90 days then
unless the insurer
obtains an extension
the claim is deemed
to be accepted.
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conditions for a viable and stable insurance
scheme, resulting in more insurers entering the
market.

In August 2005, QBE Insurance Australia Limited
and Calliden Limited commenced providing home
warranty insurance in New South Wales. There are
now six insurers proving home warranty insurance,
as well as a specialist insurer providing cover only
to owner builders.

Business Licensing

Online renewal of business licences
Fair Trading continues to promote the convenience
of internet-based licensing services to its
customers. The Online Licence Renewal Service
(OLRS) allows motor dealers, travel agents,
pawnbrokers and second-hand dealers to renew or
update licences online at any time. This year over
30% of renewal transactions by licence holders
were lodged online.

The online service is easy to use and payments
can be made securely and conveniently by credit
card. Users receive a discount of 10% of the
processing fee or $5.00, whichever is greater, for
lodging renewals online.

Government Licensing System
Over the past 12 months, a major focus of activity
for Fair Trading has been the migration of NSW
Valuers Registrations to the Government Licensing
System (GLS).

The connectingBusiness New South Wales
Government Licensing Project is the State's largest
across-government computing initiative. The
Project's major objective is the implementation of
the Government Licensing System (GLS) that will
provide an online entry point to licensing and
information services for business.

The Project aims to integrate licensing regimes
across 19 agencies currently using more than 40
different licensing systems to administer nearly
300 licence types held by a total of more than 3.7
million licensees.

In November 2005, Valuers Registrations was the
first licence type to be migrated to the GLS. Building
upon this success, it is planned to eventually
migrate all of the business licences administered
by Fair Trading to the GLS.

Business Names Registration

One of the significant changes implemented in
October 2004 for the registration of business names
was the abolition of fees for updating the details
held on the Register of Business Names. In its first

Licensing Activity
Licence type New 04-05 New 05-06 Currently Registered
Builders 13,409 10,598 165,482
Conveyancers 125 128 660
Motor Dealers 398 339 3,762
Pawnbrokers & Second-hand Dealers 214 163 990
Property, Stock, & Business Agents 2,593 2,480 26,441
Public Weighbridge 6 11 79
Real Estate Certificates 4,906 4,867 15,711
Trade Measurement Services 18 11 198
Travel Agents 111 106 1,471
Valuers 109 350 2,870
Total 21,889 19,053 217,664

This year over 30%
of renewal
transactions by
licence holders
were lodged by the
website.
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Business names register total

full year of operation this initiative has proven to be
very successful. The number of changes notified by
the business community has increased
significantly when compared to the previous year.
The result is improved integrity of the information
available to assist consumers and a saving of
$0.8M for business for 2005-2006.

The online renewal service channel for business
names continues to go from strength to strength
with 26,763 businesses electing to renew the
registration of their business names during 2005-
2006. The online facility has resulted in a saving of
$0.4M to the business community since its
introduction in January 2003 through the availability
of a discounted fee for users of the service.

The abolition of fees
for updating the
details resulted in
improved integrity of
the information
available to assist
consumers.

100,000

200,000

300,000

400,000

500,000

600,000

0

99-00 00-01

4
7
7
,3

4
4

4
8
4
,6

6
5

3
9
0
,2

4
1

4
0
5
,3

2
1

4
2
3
,9

5
8

4
5
5
,4

1
4

98-9997-9896-97 03-0401-02

4
8
2
,7

7
1

02-03

4
7
9
,7

2
5

4
9
6
,7

8
9

5
0
3
,7

1
3

04-05 05-06



54

A year in review 2005-2006  Fair Trading: serving consumers and traders in NSW

Publications

Fair Trading Online Services
and Publications

Print publications
Publications play a key role in delivering Fair
Trading information and education to safeguard
consumer rights and advise business and traders
on fair and ethical practice in the marketplace.
During the year, 12 new and 50 revised print
publication titles were produced for distribution,
bringing the total of Fair Trading print publications at
the end of the year to 216 titles. More than 2.2
million printed publications were produced for
distribution to consumers and traders across NSW.
Our customers obtained these from our Fair Trading
Information Centre, Fair Trading Centres across
NSW, by attending community events, from
targeted mail-outs or intermediaries such as real
estate agents and community organisations. They
increasingly accessed them electronically from the
Fair Trading website and the NSW Government
Online Shop.

Website
The Fair Trading website,
www.fairtrading.nsw.gov.au, is now a critical tool in
providing access to information and services for
our customers. By using the website, customers
can access our information outside business hours,
directly from home and from regional areas of
NSW. Our website provides access to:
• over 880 web pages of information
• 215 publication titles
• 25 publication titles in up to 28 languages (130

items).

In 2005-2006 the site was accessed by our
customers over 2.0 million times each month, a
28% increase from the previous year. The most
popular publications accessed from the site were:
Registering and using your business name fact
sheet, Tenancy handbook and the Renting guide.
The most popular web information pages were
about registering a business name and access to
Fair Trading forms.

During the year the website was improved in a
number of ways:

• The scams content on the website was enhanced
in February to coincide with the national scams
campaign. This included an online 'report a
scam' function, scams alerts on the home page
and easy access to a listing of known scams.

• A print friendly option was provided on website
pages.

• Contact information for Fair Trading was
simplified on the 'contact us' page.

• Fact sheets were created in a more accessible
format - now as HTML pages rather than PDFs.

• The Problem Solver section was made more
user-friendly and re-focussed as step by step
assistance for consumer problems with a
business or trader.

• A revised website linking policy was posted on
the site.

New and revised publications
Publications available only in electronic format are
marked *

Corporate Publications:
• Building Insurers' Guarantee Corporation and Fair

Trading Administration Corporation report 2004/
2005*

• Customer service standards: our guarantee of
service -English*

• Fair Trading: serving consumers and traders in
NSW 2004/2005

• Motor Vehicle Repair Industry Authority (MVRIA) -
Annual Report 2004/2005*

• Our services - English
• Rental Bond Board - Annual Report 2004/2005*
• We can help you - English, Assyrian*, Dinka*
• Your local Fair Trading Centre*

Property and Tenancy Publications:
• Buying a home
• Buying into a strata scheme
• Living there: information for renters
• Moving in: information for renters
• Moving out: information for renters
• Reforms to residential park laws
• Renting guide: metropolitan edition
• Renting guide: regional edition
• Renting guide - Assyrian, Dinka, Indonesian,

Samoan, Tongan

Our website is now
a critical tool in
providing access to
information and
services for our
customers.



55

A year in review 2005-2006  Fair Trading: serving consumers and traders in NSW

• Residential park living
• Residential park owners: your main obligations to

residents
• Residential park residents' rights: what you

should do if you hear that the park may close
• Residents committees - Retirement Villages Act

1999
• Retirement village living
• Self managing your rental property
• Smoke alarms and residential premises
• Strata and community disputes
• Strata and community mediation
• Strata living - English
• Tenancy handbook
• Using an agent to manage your property

Building Publications:
• Becoming an owner-builder
• Builder's guide to customer service
• Building a pool
• Building consultant licences
• Building disputes and resolution
• Building inspections: a home buyer's guide
• Buying off the plan - English, Chinese*
• Electrical accidents in 2002-2003*
• Electrical accidents in 2003-2004*
• Electrical safety for plumbers*
• Getting and renewing a contractor licence
• Home building tips
• Home warranty insurance
• Owner-builder approved courses
• Owner-builder approved equivalent qualifications
• Post construction

Consumer Publications:
• Alternatives to high cost credit
• Buying a mobile phone - English
• Car buyers handbook
• Child safe blinds and curtains*
• Consumer rights facts and fallacies*
• Credit and loans*
• Nursery furniture and baby products*
• Pyramid schemes*
• Seniors guide
• Seniors guide to consumer rights
• Shoppers guide*
• Shopping wisely
• Student guide: understanding your consumer

rights
• Swimming pool safety*
• Warranties

Business Publications:
• Advertising: guidelines for business
• Auto dismantler guidelines - English*
• Building customer relationships and handling

complaints
• Credit guidelines for business
• Customer service guidelines for business
• Fair Trading business services*
• Fair trading for business - English*, Arabic*,

Chinese*, Korean*, Vietnamese*

• Invoice fraud guidelines for business
• Lay-by sales guidelines for business
• Market stall holders*
• Measuring instruments for traders - English*
• Model rules for incorporated associations
• Online services for business
• Our refund policy poster
• Refunds guidelines for business
• Registering and using your business name
• Safe electrical goods - English*
• Sales methods guidelines for business
• Selling safe products - English*, Arabic*,

Chinese*, Korean*, Vietnamese*
• Sunglassess and fashion spectacles
• Trading in NSW - English*, Arabic*, Chinese*,

Korean*, Vietnamese*

Aboriginal Publications:
• Fair go

Existing publications

Corporate Publications:
• Advertising checklist for the use of media staff*
• Annual reports: 1997/1998*, 1998/1999*, 1999/

2000*, 2000/2001*, 2001/2002*
• Building Insurers' Guarantee Corporation and Fair

Trading Administration Corporation report 2003/
2004*

• Customer service standards: our guarantee of
service - Arabic*, Chinese*, Greek*, Italian*,
Vietnamese*

• Fair Trading and the NSW Privacy Law
• Fair Trading: serving consumers and traders in

NSW 2002/2003, 2003/2004
• Not happy with the decision?*
• Rental Bond Board - Annual Report 2003/2004*
• We can help you - Arabic, Bosnian*, Chinese*,

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

Property and Tenancy Publications:
• Agency agreements
• Bidder's guide
• Changes to property agents law*
• Changes to strata laws
• Conveyancing*
• Dealing with prospective clients - Retirement

Villages Act 1999
• Discrimination and renting*
• Financial accounts - Retirement Villages Act

1999
• Holiday lettings*
• Living in a community scheme
• New auction laws
• New laws for holiday vans*
• New retirement village laws*
• Recurrent charge variations - Retirement Villages

Act 1999
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• Renting guide - Arabic, Chinese, Croatian, Farsi,
Greek, Italian, Japanese, Khmer, Korean,
Macedonian, Polish, Portuguese, Russian,
Serbian, Spanish, Turkish, Vietnamese

• Renting holiday homes*
• Residential park liaison committees
• Retirement village repairs
• Retirement village residents' rights: what you

should do if you hear that the village may close
• Retirement Villages Act: Effect of the new Act on

existing contracts
• Retirement Villages Act: Strata retirement

villages
• Retirement villages: buying off the plan
• Statements of expenditure - Retirement Villages

Act 1999
• Strata living - Arabic*, Chinese, Vietnamese*
• Tenant databases: information for renters
• Using tenant databases: information for agents
• Vendor finance
• What is a retirement village?

Building Publications:
• Buying off the plan - Chinese*
• Consumer building guide
• Continuing professional development program
• Electrical accidents in 1999*
• Electrical accidents in 2000*
• Electrical safety for electrical workers*
• Guide to standards and tolerances
• Home building contract: for work over $25,000
• Home building contract: for work under $25,000
• Home building contracts: why you should use one
• NSW HIH rescue package: consumers*
• NSW HIH rescue package: builders and

developers*
• Protect your home from termites

Consumer Publications:
• Bathing your baby
• Borrowing money - English, Arabic*, Chinese*,

Vietnamese*
• Buying a mobile phone - Arabic*, Chinese*,

Italian*, Vietnamese*
• Buying a used car - English, Arabic*, Chinese*,

Italian*, Vietnamese*
• Consumer guide to funerals
• 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 and telemarketing - English,

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

• Do you have a gas water heater?
• Electrical power tools
• Electrical safety guide
• Electric room heaters*
• Fitness industry code of practice*
• Funeral arrangements
• Hard sell

• Help with credit problems - English, Arabic*,
Chinese*, Vietnamese*

• Inflatable products containing polystyrene beads*
• Introducing comparison rates
• Lay-bys information for consumers
• Little black book of scams
• Love and loans*
• Motor vehicle extended warranties*
• Relationship debt - English*, Arabic*, Chinese*,

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

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

• ScamSmart kit
• Thinking of buying a plasma TV
• Toughened glass
• Toy safety checklist
• Using a broker to obtain credit - English,

Chinese*
• Vanity publishing*
• Work from home scams - English, Arabic*,

Chinese*, Italian*, Vietnamese*

Business Publications:
• Auto dismantler guidelines - Arabic*
• Baby bath support law
• Balloon payments: a guide for business
• Business Licence Information Service (BLIS)

brochure
• Changes to pawnbroking laws: stage 1
• Changes to pawnbroking laws: stage 2*
• Co-operative directors - a guide to duties and

responsibilities
• Co-operative membership
• Co-operatives development grants program*
• Corded internal window coverings
• Customer service guide*
• Dealing with business scams - English, Arabic*,

Chinese*, Greek*, Italian*, Korean*,
• Spanish*, Vietnamese*
• Direct commerce - regulations of door-to-door

sales and telemarketing
• Good business matters kit
• Guide to co-operatives - English, Arabic*,

Italian*, Spanish*, Vietnamese*
• How to form a co-operative
• Inflatable pools: suppliers
• Interest free offers and promotions: a guide for

business
• Knives brochure
• Knives kit
• Measuring instruments for traders - Arabic*,

Korean*, Vietnamese*
• Petrol price signs*
• Recliner chairs: safety guidelines
• Reforms to the employment agents industry*
• Registry of Co-operatives & Associations
• Regulation of finance broking in NSW
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• Running an incorporated association
• Safe electrical goods - Chinese*, Vietnamese*
• Setting up an incorporated association - English,

Arabic*, Italian*, Spanish*, Vietnamese*
• Trade measurement*
• Trade measurement packaging - English*,

Arabic*
• Your statutory warranty poster

Aboriginal Publications:
• Aboriginal housing providers
• Are you having problems renting or leasing your

home?
• Book-up: do you know what you are paying for?
• Book-up: what to look for
• Buying a car
• Discrimination and renting
• Don't get caught out with credit
• Fair go poster
• Keeping your kids safe
• Know your rights poster
• Mad choices
• Need credit? Well, think again!
• Not just surviving poster
• Renting a home
• Renting information for Aboriginal housing

providers
• Shopping refunds and lay-bys
• Sorting out your tenancy problems
• Starting a business
• Thinking of starting a cooperative
• Toy safety checklist
• What REVS can do for you
• Your rights on renting your home



58

A year in review 2005-2006  Fair Trading: serving consumers and traders in NSW

Fair Trading Centres
Our Fair Trading Centres are located at the addresses below. Call 13 32 20 for all fair
trading enquiries. 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 the
Fair Trading Information 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, City Link Plaza
Morisset Street
Queanbeyan 2620

McKell Building
2-24 Rawson Place
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: 13 32 20 (7 days)
Fax: 9891 5135

Home Building Service
Tel: 13 32 20

234 Sussex Street
Sydney NSW 2000

Renting Services
Rental Bonds
Tel: 9377 9000 or 1800 422 021
Fax: 9377 9371

Aboriginal Tenancy Information
Tel: 13 32 20 or 1800 500 330

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

227 Elizabeth Street
Sydney NSW 2000

Policy and Strategy
Education & Information Services
Home Building Insurance Services
Tel: 9895 0111
Fax: 9895 0222

490 David Street
Albury 2640

85 Faulkner Street
Armidale 2350

154 Russell Street
Bathurst 2795

Level 3
22 Main Street
Blacktown 2148

32 Sulphide Street
Broken Hill 2880

22 Park Avenue
Coffs Harbour 2450

50 Wingewarra Street
Dubbo 2830

Level 2, 237 Mann Street
Gosford 2250

39 Goldsmith Street
Goulburn 2580

50 Victoria Street
Grafton 2460

Level 3
4-8 Woodville Street
Hurstville 2220

17 Conway Street
Lismore 2480

Office Locations
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Think Smart ........................................... 22, 25, 33
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Valuers .............................................................. 19

Website ..................................... 2, 3, 22, 23, 29, 54
Work Smart ...................................................... 25

Youth ............................................................ 24, 27
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For information and help on fair trading issues call the Office of Fair Trading

General enquiries

13 32 20
Language assistance

13 14 50

TTY for hearing impaired

1300 723 404

Aboriginal tenancy

1800 500 330

Consumer, Trader & Tenancy Tribunal

1300 135 399

Motor Vehicle Repair Industry Authority

9712 2200

Registry of Co-operatives & Associations

1800 502 042

Or visit a Fair Trading Centre at:
• Albury • Armidale • Bathurst • Blacktown • Broken Hill • Coffs Harbour
• Dubbo • Gosford • Goulburn • Grafton • Hurstville • Lismore • Liverpool

• Newcastle • Orange • Parramatta • Penrith • Port Macquarie • Queanbeyan
• Sydney • Tamworth • Tweed Heads • Wagga Wagga • Wollongong

Visit our website for details
www.fairtrading.nsw.gov.au

13 32 20

November 2006 FT286

Office of Fair Trading
1 Fitzwilliam St Parramatta NSW 2150
PO Box 972 Parramatta NSW 2124

9895 0111




