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This report is a full account of the operational and financial performance of the department during the 
past financial year.

It draws on information from the Ministerial Portfolio Statement, the department’s Strategic Plan, 		
divisional operational plans, financial statements, policies, the Executive Management Group and 	
associated governance committees, and from key units and staff.

It was prepared in accordance with:

z	 the Financial Administration and Audit Act 1977

z	 the Financial Management Standard 1997

z	� the Public Accounts Committee Report No 59 (December 2001)
	 Annual Reporting in the Queensland Public Sector

z	 other legislative requirements

z	 guidelines issued by the Department of the Premier and Cabinet.
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George O’Farrell
Director-General
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The 2005–06 Annual Report for the Department of Tourism, Fair Trading and Wine Industry Development 
provides our stakeholders – the community, business, industry and government – with an opportunity to 
review our performance, priorities, plans and operational effectiveness.

This report:

z	� fulfils Queensland Government reporting requirements

z	� outlines the department’s activities and significant achievements

z	� provides performance, financial and statistical information

z	� includes the department’s Statement of  Affairs

z	 outlines plans for 2006–07.

The department welcomes your feedback. Please return the reader survey provided in the back of the 
report by facsimile on (07) 3224 8411 or complete the online version on our website at 			 
www.dtftwid.qld.gov.au
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Purpose
The role of the Department of Tourism, Fair 	
Trading and Wine Industry Development is to 
foster a fair and dynamic marketplace and 	
encourage responsible practices and sustainable 
growth in the tourism, wine, liquor and 		
hospitality industries in Queensland.

Queensland’s greatest growth areas are the small 
business, hospitality and tourism markets. Not 
only do these sectors contribute to employment 
and economic growth, they also influence the 
way Queenslanders invest their leisure time and 
money. It is vital these areas are supported by the 
information and services provided by the 	
department.

The agency fulfils its purpose by:

z	� promoting the economic development of the 
liquor and wine industries within a socially 
and commercially responsible framework

z	� developing the Queensland wine industry by 
promoting it to national and international 	
markets and fostering strategic alliances 	
between the tourism and wine sectors

z	� fostering cooperation and collaboration 
between key Queensland Government 	
agencies and private industry for 		
sustainable tourism growth

z	� building consumer and business confidence 
in the marketplace by delivering effective 
industry regulation and improving the 	
integrity of trading practices within 		
Queensland

z	� providing accessible, equitable, responsive 
and authoritative information and dispute 
resolution services to stakeholders, with an 
emphasis on mediation.

Resources
The department employed the full-time 		
equivalent of 506 staff and had an operating 
budget of $57.1 million as at 30 June 2006.

Structure
The department consists of the following units:

z	 Office of Fair Trading

z	 Liquor Licensing Division

z	 Service Delivery and Development Division

z	 Wine Industry Development Division

z	 Tourism Strategy Division

z	 Executive and Corporate Services Division

z	 The Project Office

z	� dispute resolution bodies — the 		
Commercial and Consumer Tribunal and the 
Office of the Commissioner for Body 		
Corporate and Community Management.

The Office of Fair Trading has overarching 	
responsibility for the regulation of Queensland’s 
marketplace and specific regulatory responsibility 
for a wide range of industries and occupations 
including real estate, the motor trade and 
security providers. The office works to achieve fair 
trading by: maintaining regulations that balance 
the needs of business and consumers; 
monitoring fair trading compliance; resolving 
disputes; investigating complaints; taking 
enforcement actions; enabling access to 
consumer compensation; providing effective 
registration, licensing and trade measurement 
services; and educating businesses and 		
consumers.

The Liquor Licensing Division regulates the sale 
and supply of alcohol with the aim of encouraging 
responsible liquor consumption and responsible 
liquor industry practices throughout Queensland. 
The division undertakes many projects and 
communication activities to minimise the harm 
associated with alcohol consumption.

The Service Delivery and Development Division 
provides designated customer services on behalf 
of the Office of Fair Trading and Liquor Licensing 
Division through a Brisbane Customer Service 
Centre and nine Queensland regional offices 
in Cairns, Hervey Bay, Mackay, Maroochydore, 
Mount Isa, Rockhampton, Southport, Toowoomba 
and Townsville.
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The Wine Industry Development Division and 
Tourism Strategy Division foster the growth of 
their respective industries by using strategies 
and activities aimed at building their operational 
capacities. They facilitate effective 
communication and consultation among 
government, industry and community 		
stakeholders to research and analyse industry 
issues, monitor emerging trends and anticipate 
future needs.

The Executive and Corporate Services Division 
provides corporate governance and support 	
services to enable the delivery of the 
department’s business objectives. The division 
provides executive support services to the offices 
of the Minister, Director-General and Deputy 
Director-General. Support for operational areas 
includes human resource management, legal 
services, financial, strategic planning, 
performance reporting, corporate 		
communications, and information management 
and technology services.

The Project Office within the Department of 	
Tourism, Fair Trading and Wine Industry 
Development was established in June 2005 to 
manage the transition of selected services from 
the Office of Fair Trading and the Liquor Licensing 
Division to Smart Service Queensland.

The Commercial and Consumer Tribunal has the 
jurisdiction to handle dispute resolution services 
across the following groups: architects, builders, 
building and construction industry adjudicators, 
building certifiers, engineers, liquor industry, 
manufactured homes, property agents and motor 
dealers, plumbers and drainers, residential 
services, retirement villages and tourism 
services.

The Office of the Commissioner for Body 
Corporate and Community Management is 
responsible for determining body corporate 
disputes pursuant to the Body Corporate and 
Community Management Act 1997. It also 
provides information services to the community 
living sector which includes unit owners and 	
occupiers, body corporate committees, managers 
and caretakers.

Statutory and other associated 
bodies

Statutory bodies

z	 Tourism Queensland

z	 Travel Compensation Fund

Advisory boards and committees

z	 Consumer Safety Committee

z	 Disaster Appeals Trust Fund Committee

z	 Funeral Benefit Trust Fund Committee

Dispute resolution bodies

z	 Commercial and Consumer Tribunal

z	� Office of the Commissioner for Body Corporate 
and Community Management

z	� Computer Games and Images Appeals 	
Tribunal

z	 Films Appeals Tribunal

z	 Publications Appeals Tribunal

z	 Racing Appeals Tribunal
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Partners
The department works with partners across 
government, as well as with local communities, 
non-government organisations and the private 
sector to support the growth and prosperity of all 
Queensland communities.

Partners include:

z	� Aboriginal and Torres Strait Islander 		
communities

z	� local government and Aboriginal shire 	
councils and Island councils

z	 not-for-profit organisations
z	 courts and the justice sector
z	 private sector organisations
z	� tourism, fair trading, liquor and wine 	industry 

associations
z	 advocacy and consumer groups
z	 other Queensland Government agencies
z	 Australian Government agencies.

Legislation administered
Current at 30 June 2006

Copies of legislation can be downloaded from the 
Office of the Queensland Parliamentary Counsel 
website at www.legislation.qld.gov.au

Fair trading
z	 All Saints Church Lands Act 1924

z	 All Saints Church Lands Act 1960

z	 Anglican Church of Australia Act 1895

z	 �Anglican Church of Australia Act 1895 	
Amendment Act 1901

z	 Anglican Church of Australia Act 1977

z	 �Anglican Church of Australia Constitution 	
Act 1961

z	 �Anglican Church of Australia (Diocese of 	
Brisbane) Property Act 1889

z	 Ann Street Presbyterian Church Act 1889

z	 Associations Incorporation Act 1981

z	 Bills of Sale and Other Instruments Act 1955

z	� Bishopsbourne Estate and See Endowment 
Trusts Act 1898

z	 Boonah Show Ground Act 1914

z	 Business Names Act 1962

z	 Charitable Funds Act 1958

z	 Chinese Temple Society Act 1964

z	� Churches of Christ, Scientist, Incorporation 	
Act 1964

z	 �Classification of Computer Games and 	
Images Act 1995

z	 Classification of Films Act 1991

z	 Classification of Publications Act 1991

z	 Collections Act 1966

z	� Consumer Credit (Queensland) Act 1994 	
(including Consumer Credit Code)

z	 Cooperatives Act 1997

z	 Credit Act 1987

z	 Credit (Rural Finance) Act 1996

z	 Disposal of Uncollected Goods Act 1967

z	 Factors Act 1892

z	 Fair Trading Act 1989

z	 Funeral Benefit Business Act 1982

z	 Guides Queensland Act 1970

z	 Hire-purchase Act 1959

Values
Leadership Practise collaborative leadership and engage in active consultation to 

achieve quality outcomes.

Service Understand and strive to exceed client expectations.

Partnerships and teamwork Build partnerships and teamwork across the portfolio with key public and 
private sector stakeholders.

Innovation and integrity Value and encourage innovation and ethical behaviour.

Diversity Value people and their differences.

Department overview
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z	 Introduction Agents Act 2001

z	 Land Sales Act 1984

z	 Liens on Crops of Sugar Cane Act 1931

z	 �Manufactured Homes (Residential Parks)	  
Act 2003

z	 Mercantile Act 1867

z	 �Motor Vehicles and Boats Securities Act 1986

z	 Partnership Act 1891

z	 Presbyterian Church of Australia Act 1900

z	 Presbyterian Church of Australia Act 1971

z	 Property Agents and Motor Dealers Act 2000

z	 Queensland Congregational Union Act 1967

z	� Queensland Temperance League Lands 	
Act 1985

z	� Residential Services (Accreditation) Act 2002

z	 Retirement Villages Act 1999

z	� Returned & Services League of Australia 
(Queensland Branch) Act 1956

z	 Returned Servicemen’s Badges Act 1956

z	� Roman Catholic Church (Corporation of the 
Sisters of Mercy of the Diocese of Cairns) 
Lands Vesting Act 1945

z	 �Roman Catholic Church (Incorporation of 
Church Entities) Act 1994

z	 Roman Catholic Church Lands Act 1985

z	 �Roman Catholic Church (Northern Lands) 	
Vesting Act 1941

z	 Roman Catholic Relief Act 1830

z	 Sale of Goods Act 1896

z	 Sale of Goods (Vienna Convention) Act 1986

z	 �Salvation Army (Queensland) Property Trust 
Act 1930

z	� Scout Association of Australia Queensland 
Branch Act 1975

z	 Sea-Carriage Documents Act 1996

z	� Second-hand Dealers and Pawnbrokers	  
Act 2003

z	 Security Providers Act 1993

z	 Storage Liens Act 1973

z	 Tourism Services Act 2003

z	 Trade Measurement Act 1990

z	 Trade Measurement Administration Act 1990

z	 Travel Agents Act 1988

z	 �United Grand Lodge of Antient Free and 	
Accepted Masons of Queensland Trustees 	
Act 1942	

z	 Uniting Church in Australia Act 1977

z	 Wesleyan Methodist Trust Property Act 1853

z	� Wesleyan Methodists, Independents and 	
Baptists Churches Act 1838

Liquor licensing
z	 Liquor Act 1992

z	 Wine Industry Act 1994

Tourism
z	 Tourism Queensland Act 1979

z	 �Traveller Accommodation Providers 		
(Liability) Act 2001

Dispute resolution
z	� Body Corporate and Community 		

Management Act 1997

z	� Commercial and Consumer Tribunal Act 2003

Other
z	 �Building Units and Group Titles Act 1980 

(Parts 4 and 5; sections 121 to 125; sections 
127 to 132; Schedules 2, 3 and 4; sections 5, 
5A, 119, 133 and 134 jointly administered with 
the Minister for Natural Resources, Mines and 
Water)

Department overview
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In 2005–06, the department refined its 
compliance and customer service 
models to respond better to the 
challenges facing the small business, 
hospitality and tourism sectors in 
Queensland. 
As we continue to protect consumers and patrons, 
build marketplace confidence and encourage 
industry investment, it is important that we stay 
attuned to growing public expectations for much 
closer relationships between business, consumer 
groups, local communities and the Government.

Fostering marketplace 		
confidence
The Office of Fair Trading experienced another 
busy year on the compliance and legislative 
fronts. More than 3120 enforcement actions were 
taken out against traders, allowing the office to 
achieve $2.9 million in redress for consumers. 
This compensation was generated across 37 727 
compliance checks, many of them proactive, to 
ensure the office remained a highly visible 	
watchdog.

While business registration and licensing have 	
increased, complaints and enforcement actions 
have decreased. This suggests two things. Firstly, 
that non-compliant traders are finally getting the 	
message and are looking after customers, or they 
are simply being put out of business. Secondly, it 
may indicate that consumers have never been 	
better armed with information on their rights and 	
responsibilities or more willing to defend their 
purchasing power at the point of sale.

The Office of Fair Trading reviewed key legislation 
such as the Property Agents and Motor Dealers Act 
2000 and the Retirement Villages Act 1999 to keep 

these laws up-to-date with the changing needs of 
business and consumers. The Government 	
announced reforms to the Security Providers Act 
1993 to eliminate rogue operators and permanently 
block them from the security industry. The office 
led participation in national policy developments 
for finance brokers and product safety regulations. 
Looking ahead to the next generation of  shoppers, 
the office advanced a strategy for better consumer 
and financial literacy for school students by leading 
a working group on the issue.

The Queensland Consumer Protection Awards went 
from strength to strength in the second year and 
my congratulations to those winning businesses, 
media, community groups and individuals for their 
contribution to a fairer marketplace. They are
certainly receiving ongoing support with the Office 
of Fair Trading’s ShopSmart, TradeSmart and now 
ScamSmart campaigns.

Finally, the agency looks forward in 2006–07 to 
capitalising on the current research the office is 
conducting with Griffith University on complaint 
statistics; consumer and trader confidence, 	
satisfaction and knowledge; and the impact of 
credit providers and financial advisors on the 
public.

Supporting safer communities
During 2005–06, the Liquor Licensing Division 
delivered a number of practical initiatives to 
support the Brisbane City Safety Action Plan and 
Statewide Safety Action Plan which address the 
need for improved public safety and behaviour in 
and around licensed premises. Both action plans 
have been implemented in stages with those 	
elements successfully trialled in Brisbane being 	
expanded statewide. A statutory 3 am lockout now 
applies to all licensed premises in Queensland. 

The division commenced a full review of the 	
Liquor Act 1992 which involved extensive 	
consultation with the liquor and hospitality 
industries, tourism operators, social workers 
and other stakeholders in early 2006. The review 
examined current regulations with a focus on the 
responsible sale, supply and promotion of 
alcohol; public safety at licensed premises; 
protecting people at high risk of alcohol abuse; 
and removing unnecessary administration.

Director-General’s message
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The division’s Code of Practice for the 		
Responsible Service, Supply and Promotion of 	
Liquor was launched in late 2005 as a ‘best 
practice’ risk management tool to help licensees 
identify, manage and reduce their high-risk liquor 
practices and clearly understand their statutory 
obligations.

Enforcement services were boosted with six extra 
compliance officers and a new Flying Squad in 
August 2005. The squad has been providing 
regular, effective and highly-visible liquor 	
enforcement operations statewide by investigating 
high-risk locations and events in conjunction with 
local police and the Queensland Fire and Rescue 
Service.

Liquor Licensing also continued to work with the 
Department of Aboriginal and Torres Strait Islander 
Policy and local Aboriginal councils to reduce 	
alcohol-related abuse and crime by overseeing 
alcohol restrictions in 19 Indigenous communities.

Growing Queensland’s wine 	
regions
The Wine Industry Development Division has forged 
a meaningful partnership with the state’s wine 
industry, leading to a significant range of regional 
initiatives over the past 18 months. These 	
initiatives are being rolled out to more than 160 
wineries in 10 wine growing areas.

The division will soon complete a review of the 
Wine Industry Act 1994. Queensland restaurateurs  
have also constantly been encouraged to include 
more local wines on their wine lists. The division 
has been particularly successful at coordinating 
and participating in promotional events that 
increased consumer and hospitality support and 
appreciation of Queensland wines.

Of particular note were the 2006 Queensland Week 
tastings, the RNA and Toowoomba Wine Shows, 
the Groove and Grape Festival, the Good Food and 
Wine Show and the 2005 Brisbane Wine Festival 
which genuinely showcased the state’s quality 
winemakers and products.

Vision for tourism growth
During 2005–06, the Tourism Strategy Division 
fostered a strong partnership with the tourism 
industry to develop a 10-year vision for the State. 
The Queensland Tourism Strategy will provide 
a strategic framework for the coordinated and 

sustainable development of tourism and give 
industry and government the targets and actions 
to meet the challenges and opportunities ahead.

The release of the draft strategy was a significant 
milestone as it was informed by the views of 
almost 1000 stakeholders during the most 
comprehensive industry and community 	
engagement process ever undertaken with the 
Queensland tourism industry. A key part of the 
development was a regional consultation program 
which saw 20 workshops held in 19 locations and 
the lodgement of more than 50 public 		
submissions.

Service delivery success
Service delivery and client satisfaction remain key 
benchmarks for the department. In 2005–06, the 
agency continued transferring consumer advice 
services and select business processes to Smart 
Service Queensland to support the state’s 
integrated service delivery strategy. Staff took a 
record 517 163 enquiries on fair trading and liquor 
licensing requests or complaints.

The in-house Service Delivery and Development 	
Division still retained responsibility for a broad 
range of vital liquor licensing and fair trading 
services at its Brisbane Customer Service Centre 
and network of nine regional offices. Staff finalised 
10 069 complaints and enquiries during 2005–06, 
resulting in redress of more than $1.36 million for 
consumers. The division also played a major role 
implementing liquor licensing strategies to assist 
Indigenous communities deal with alcohol issues.

Finally, I would like to thank departmental staff for 
their dedication, professionalism and enthusiasm 
during 2005–06. I also wish to acknowledge the 
contribution and work of my predecessor Helen 
Ringrose, who after three years as Director-General 
of this department, left in July 2006 to become the 
Chief Executive of whole-of-Government projects in 
the Department of the Premier and Cabinet.

This report covers a period when Helen Ringrose 
was Director-General of this department. I would 
like to acknowledge her contribution and record 
that the achievements set out in this report — and 
there are many — are to her credit.

George O’Farrell
Director-General
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The 2005–06 year has been eventful for the 	
department with a program of legislative changes 
and compliance activities across the portfolio. 
These changes are highlighted as follows:

Fair trading
z	� Finalised 10 513 complaints and achieved 

almost $2.9 million in redress for consumers.

z	� Maintained licensing and registration 	
services to 395 259 businesses and 

	 community groups and 1.04 million 			 
	 searches of its public registers.

z	� Conducted 6849 proactive compliance 
checks, an increase of 5.9 per cent on 	
2004–05.

z	� Finalised 3670 investigations.

z	� Finalised 3125 enforcement actions against 
traders, resulting in fines, costs and 		
compensation.

z	� Monitored 37 727 businesses, community 
groups and individual licensees for 		
compliance.

z	� Verified almost 5500 measurement 		
standards for business and government.

z	� Provided information and advice to more than 
2.7 million customers.

z	� Commenced stage one amendments to the 
Property Agents and Motor Dealers Act 2000.

z	� Commenced amendments to the Retirement 
Villages Act 1999.

z	� Prepared reforms to the Security Providers Act 
1993 following a public benefit test.

z	� Rewarded outstanding business and 
	 individual contributions to consumer 	
	 protection and a fairer marketplace by 
	 conducting the Queensland Consumer 		
	 Protection Awards.

z	� Progressed the strategy on consumer and 
financial literacy for young people by 	leading 
a working group to develop a national 

	 framework.

z	� Launched the ScamSmart campaign in 
conjunction with the Australasian Consumer 
Fraud Task Force to advise consumers about 
avoiding scams.

z	� Conducted marketplace research into 	
complaint statistics, levels of consumer and 
trader confidence, customer satisfaction and 
sources of consumer and trader awareness.

z	� Conducted research into credit and financial 
services and their impact on consumers 	
using joint funding arrangements with Griffith 
University.

z	� Coordinated consumer group input into policy 
development and consumer advocacy 	
activities in conjunction with Griffith 		
University.

Liquor licensing
Policy and legislation
z	� Implemented the final stage of licensing 	

conditions for Brisbane City Council area 
premises under Premier Peter Beattie’s 	
17-point Brisbane City Safety Action Plan.

z	� Introduced the statutory 3 am lockout for all 
licensed Queensland venues from 1 July 2006 
under stage one of the Statewide Safety 	
Action Plan.

z	� Commenced a full review of the Liquor Act 
1992 to examine: the responsible sale, 	
supply and promotion of alcohol; public 
safety at licensed premises; the protection of 
people at high risk of alcohol abuse; and the 
removal of unnecessary licensing 		
administration.

z	� Collaborated with the Brisbane City Council to 
declare a ‘special entertainment precinct’ in 
the Fortitude Valley to enable council to better 
address local noise level issues from licensed 
clubs.

z	� Appointed division-approved trainers to 	
deliver the revised Responsible Service of 
Alcohol program which is mandatory for all 	
licensed late trading venue staff in the 	
Brisbane area.

z	� Monitored the impact of alcohol restrictions 
on 19 Indigenous communities and 

	 progressed the review of 13 of the state’s 		
	 Alcohol Management Plans.

Highlights 2005–06
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z	� Launched the Code of Practice for the 	
Responsible Service, Supply and Promotion of 
Liquor as a ‘best practice’ risk 

	 management tool for licensees.

z	� Amended the Liquor Regulation 2002 to 
enforce the provision of drinking water to 
patrons free of charge or at a reasonable cost 
by all licensed Queensland premises.

Compliance
z	� Created the Liquor Licensing Flying Squad to 

boost compliance levels across Queensland 
by staging regular, effective and highly-visible 
liquor enforcement operations at high-risk 
events.

z	� Continued a strong presence at Schoolies 
Week 2005 to ensure licensed venues were 
complying with regulations. There were 	
324 visits to licensed premises, 1366 persons 
were questioned about identification and 	
471 infringement notices were issued.

z	� Undertook independent compliance activities 
within Indigenous communities and their 	
surrounding catchment areas in cooperation 
with the Queensland Police Service.

Wine industry development
z	� Launched the Queensland Wine Map which 

provides comprehensive information on the 
state’s 10 wine regions, including a 

	 description of winery amenities, available 		
	 wines at each location and full travel 
	 directions. The map has raised the profile of 		
	 Queensland’s wine industry.

z	� Released the guide Starting a vineyard 
or winery to inform people considering 	
entering the wine industry. The guide 	
provides entrants with business information 
on growing grapes in Queensland and 	
covers other factors like licensing, food safety, 
water, insurance and labour.

z	� Facilitated regular winemaker cluster meetings 
to enhance quality wine production. These 
meetings enabled winemakers to share their 
knowledge, technical innovations and 

	 production experiences to lift quality levels 		
	 across the industry.

z	� Hosted workshops for sommeliers, food 
and beverage managers and other key 	
hospitality staff to increase their awareness 
and perception of Queensland wines. These 
workshops have influenced operators of major 
restaurants, hotels and other licensed venues 
in south-east Queensland to feature more 	
local wines on their wine lists and sell them by 
the glass.

z	� Briefed senior members of Queensland’s 
finance sector in May 2006 to encourage 
banks and other lenders to more confidently 
consider wine producer proposals.

z	� Assisted industry to participate in numerous 
wine tastings, shows and judging events on 
the local, national and international stages.

z	� Encouraged wine producers to feature in 	
publications that profiled their industry.

Tourism strategy
z	� Conducted the most comprehensive statewide 

tourism industry consultation ever undertaken 
	 in Queensland, involving input into the 		
	 Queensland Tourism Strategy from almost 
	 1000 industry, community and government 		
	 stakeholders.

z	� Developed and released the community 	
consultation draft. 

z	� Developed 13 scoping papers covering critical 
and emerging issues in the tourism industry to 
inform development of the strategy.

z	� Helped facilitate a one-stop-shop within 
the Queensland Fire and Rescue Service for 
dealing with complaints about alleged illegal 
backpacker establishments operating in the 
sector.

z	�� Led the development of the Mackay 
	 Whitsunday Regional Tourism Investment and 	
	 Infrastructure Plan and a template which will 		
	 be used to develop Regional Tourism 
	 Investment and Infrastructure plans for other 		
	 destinations across the state.
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Dispute resolution
Body Corporate and Community 		
Management
z	� Commenced implementing recommendations 

from the departmental review to improve 
information and dispute resolution services, 
including:

–	� Starting a pilot voluntary conciliation 
project to help parties resolve disputes 
themselves and prevent future conflict and 
adjudication. The pilot commenced in April 
2006 and has already resolved 11 disputes 
through written agreements when only 
seven disputes were resolved by voluntary 
mediation for all of 2004–05.

–	� Publishing the Body Corporate: A quick 
guide to community living in Queensland 
booklet aimed at informing people who are 
considering investing or living in a 	
community titles scheme for the first time, 
in various community languages.

–	� Developing a free online training course 
on rights and obligations under the Body 	
Corporate and Community Management 
Act 1997 for voluntary committee 	
members.

z	� Delivered 22 information seminars around 
Queensland to more than 1400 members of 
the general public and industry groups.

z	� Resolved 1124 disputes within shorter 	
timeframes with 80.5 per cent within 60 days 
of the close of the applicant’s reply to 	
submissions, compared to 74.5 per cent in 
2004–05 and only 49 per cent in 2003–04.

z	� Responded to 21 100 requests for 		
information, including 14 436 telephone 	
enquiries, 105 personal interviews, 		
1171 	written requests and 5388 searches of 	
adjudicators’ orders.

Commercial and Consumer Tribunal
z	� Resolved 1272 tribunal applications,	
	 including successfully mediating more than 		
	 68 per cent of domestic and minor 
	 commercial building disputes, ensuring a cost 	
	 effective resolution without the need for a full 	
	 hearing.

z	� Increased resolution of all matters by four per 
cent compared with the previous year.

z	� Upgraded the case management system to 
	 assist in processing disputes and other 
	 applications in a timely and cost-effective 		
	 manner.

z	� Modified premises to accommodate increased 
workloads and to provide improved facilities 
for mediations and client services.
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The department plays a key role in developing and managing a contemporary regulatory framework that 
fosters a fair, safe, sustainable and dynamic marketplace with responsible businesses, employees and 
consumers. The department’s three key outputs – Fair Trading Services, Liquor Industry Services and 	
Dispute Resolution Services – all contribute to the Queensland Government’s priorities.

Departmental output Related whole-of-Government 
priority

Contribution

Fair Trading Services A strong diversified economy A fair marketplace drives economic 
growth and job creation. The department 
helps build business and consumer 
confidence in the marketplace by 
working collaboratively across all areas 
of the Queensland community, industry 
and government. It regulates 
marketplace conduct, ensures 
businesses adopt responsible trading 
practices and better informs consumers 
of their options, rights and 
responsibilities.

Liquor Industry Services Safe and secure communities Developing and enforcing effective 
regulations, delivering preventative and 
responsive public protection strategies, 
promoting socially responsible liquor 
industry practices, communicating 
responsible drinking information and 
implementing initiatives to minimise the 
harm associated with alcohol 
consumption and help reduce crime and 
safeguard the community.

Assisting the tourism, liquor and wine 
industries to expand in a responsible 
and sustainable manner stimulates 
business investment and job creation in 
these and related fields.

The department works closely with 
Indigenous communities to find 
appropriate, practical and harmonious 
ways to resolve the negative impacts of 
alcohol abuse on their members.

Dispute Resolution Services A fair, socially cohesive and 
culturally vibrant society

Setting policies and standards on 
behalf of the community living sector 
and providing access to impartial and 
responsive dispute resolution services 
for bodies corporate and trades, as well 
as occupations and industries, 
supporting those industries’ continued 
growth and standing in the community.

Contribution to Queensland Government priorities
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Output: Fair Trading Services
Related whole-of-Government priority: A strong diversified economy

Quantity
Key performance 
measures 05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Customers provided 
with information 
and advice

2.5 million 2.7 million 2.5 million More customers were given information 
and advice due to an increase in the 
number and reach of communication 
activities and a rise in security searches of 
public registers e.g. Register of 
Encumbered Vehicles.

Number of 
licensing and 
registration services 
provided to 
business and 
community groups

390 000 395 259 390 000 More licensing and registration services 
were provided due to an increase in the 
number of business name renewals and 
the registration of securities such as on 
the Register of Encumbered Vehicles.

Number of 
complaints 
finalised

12 500 10 513 11 500 The drop in complaints can be attributed 
to a new complaint management system, 
the transition of services to Smart Service 
Queensland, the Office of Fair Trading 
proactive compliance program and higher 
consumer and trader awareness of their 
rights and duties.

Number of 
enforcement 
actions initiated

2200 3125 2200 The Office of Fair Trading is committed to 
taking enforcement actions against traders 
for serious breaches. Consequently, the 
office has steadily increased its 
enforcement actions since 2001-02.

Number of 
businesses 
monitored for 
compliance

35 000 37 727 10 000 The rise in businesses monitored for 
compliance is attributed to a general spike 
in marketplace activity and some specific 
issues that required some in-depth 
compliance work.

Amount of redress 
achieved for 
consumers

$3.5 million $2.9 million $3.0 million The downturn in redress achieved reflects 
the strong fall in complaints received as 
consumers become more aware and 
capable of defending their rights and 
traders lifted their knowledge and 
compliance with relevant legislation.

Output performance summary
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Quality
Key performance 
measures 05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Complaints 
satisfactorily finalised

80% 64% 80% This measure indicates the outcome of disputes 
that did not involve a legal breach. It reflects 
those disputes which resulted in agreement 
between the complainant and the trader.

Extent of complying 
businesses

85% 79% 85% Businesses monitored for compliance include 
a high ratio of high risk traders rather than a 
random sample. This is the most effective use 
of compliance resources to prevent or address 
consumer detriment.

Estimated reach of 
awareness and 
education initiatives

75% 69% 75%

Licensing decisions 
upheld on appeal

95% 100% 95%

Extent of consumer 
confidence in 
marketplace integrity

75% 77% 75%

Extent of business 
confidence in 
marketplace integrity

75% 88% 75%

	

Timeliness
Key performance 
measures 05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Licensing 
applications processed 
within targets

95% 90% 95% The level of licensing applications actually 
processed within targets is 6% higher than in 
2004–05 but still lower than expected due to an 
increased demand for licensing services.

Registration 
applications 
processed within 
targets

95% 90% 95%

Investigations 
completed within 
targets

75% 64% 75%

Mediations 
completed within 
30 days

75% 76% 75%

	

Output performance summary
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Output: Liquor Industry Services
Related whole-of-Government priority: Safe and secure communities

Quantity
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Number of restricted areas 
declared

1 1 Discontinued This measure will be discontinued for 
the 2006-07 year. Alcohol restrictions  
have been declared for all 19 
communities identified in the Meeting 
Challenges, Making Choices strategy.

Visits to Indigenous 
communities and licensed 
premises in adjacent areas

260 291 Discontinued To be replaced by a more expansive 
measure.

Number of industry 
information bulletins and 
liquor trade journal articles 
produced

35 52 50

Number of orders for 
promotional and 
educative material received 
from licensees and other 
industry stakeholders

500 408 Discontinued This measure will be discontinued due 
to the increased popularity of 
web-based marketing and materials 
and the subsequent decline in orders 
for hard copy items.

Number of licensed premises 
checked for compliance

9500 8057 8500 Target was not met as resources were 
diverted to complaint investigations.

Number of complaints 
investigated

1500 2766 2000 There has been a significant increase 
in the number of reports by police on 
the operations of licensed premises.

Number of liquor, wine and 
adult entertainment 
applications processed:

z	� complex applications
	� (e.g. new licences,          

detached bottle shops, 
adult entertainment      
permits)

1450 954 1000 Fluctuations are the result of the 
reclassification of some application 
types, e.g. nominee applications have 
been reclassified from the moderate 
to the standard category and renewal 
of extended hours permits after 3 am 
have been reclassified from the 
complex to the moderate category.

z	 moderate applications
	� (e.g. no advertising             

required)

6550 5577 5500

z	 standard applications
	 (e.g. one-off permits)

13 000 15 477 15 000

Output performance summary
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Quantity
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Licensing decisions upheld 
on appeal

80% 46% Discontinued This measure will be discontinued as it 
does not take into account those 
decisions which are withdrawn or 
successfully resolved by negotiation 
prior to Tribunal consideration. 
The actual result is skewed because 
appeals against seven decisions of the 
Chief Executive were heard jointly as 
one matter and set aside in one 
decision of the Tribunal.

Complaints finalised 90% 85.4% 90%

Timeliness
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Front-end licensing activities 
completed within nominated 
timeframes

95% 85% 95% Some delays were experienced due to 
complaint investigation priorities.

	

Output: Dispute Resolution Services
Related whole-of-Government priority: A fair, socially cohesive and culturally vibrant 
society

Quantity
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Number of applications 
lodged:	

BCCM refers to the Office of the 
Commissioner for Body Corporate and 
Community Management. CCT refers 
to the Commercial and Consumer 
Tribunal.

z	 BCCM 1150 1143 1200

z	 CCT 1400 1303 1450

Number of applications 
resolved:

z	 BCCM 1100 1124 1150

z	 CCT 1200 1272 1300

Number of BCCM information 
service client contacts

21 500 21 100 22 000 It is estimated that demand for these 
services will grow in line with the 
increasing number of bodies corporate 
in Queensland and enhancements to 
BCCM’s information services.

Output performance summary
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Quantity
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Orders overturned or altered 
on appeals:

z	 BCCM 2% <0.2% 2%

z	 CCT 2% <2% 2%

Timeliness
Key performance measures 
05-06

Target
05-06

Actual
05-06

Target
06-07

Comments

Applications resolved within 
established timeframes:

BCCM’s target is to resolve 80% of 
matters referred to departmental 
adjudication within 60 days of the 
close of the applicant’s reply to 
submissions.
CCT’s target is to resolve 80% of 
matters within seven months.

z	 BCCM 80% 80.5% 80%

z	 CCT 80% 78% 80%
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The Office of Fair Trading administers fair 	
trading and consumer protective legislation in 
Queensland. The object of the legislation is for 
an informed, safe, competitive and equitable 
marketplace. The purpose of the office is to 	
promote marketplace integrity, and business 
and consumer confidence. Quality regulation 
and administration directly contribute to 	
market efficiency and economic growth.

Functions
The Office of Fair Trading enhances marketplace 
integrity by:

z	� maintaining a contemporary fair trading 	
regulatory framework that balances the 
needs of business and consumers

z	� delivering targeted information campaigns to 
improve awareness among consumers and 
traders of their rights and responsibilities

z	� monitoring compliance with fair trading 	
standards and legislation

z	� investigating complaints and taking 		
enforcement action over breaches

z	� resolving disputes 

z	� providing effective registration, licensing and 
trade measurement services.

Key stakeholders
The Office of Fair Trading relies on the strong 
partnerships it has with a broad range of 	
stakeholders to identify and respond to current 
and emerging fair trading issues. These 	
stakeholders include:

z	 peak business and industry groups

z	� consumer and community agencies

z	 Queensland Government agencies

z	� state and federal marketplace regulators, 
including the Australian Competition and 
Consumer Commission and the Australian 
Securities and Investments Commission

z	 individual businesses and consumers.

Goals for 2005–06
To promote:

z	 a contemporary fair trading framework

z	 informed businesses and consumers

z	� consumer protection and responsible 	
businesses

z	� effective administrative infrastructure for the 
marketplace.

Statistical snapshot
These highlights demonstrate the effectiveness 
of Queensland’s fair trading laws and the Office 
of Fair Trading’s activities that build consumer 
and business confidence, facilitate economic 
growth and minimise consumer detriment.

Fair trading

Over 577 proactive annual compliance checks were 
performed on high risk products such as cots
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Responsibilities 2004–05 2005–06
Maintaining a contemporary 
regulatory framework for 
marketplace transactions

z	� Finalised 13 979 consumer   
complaints.

z	� Achieved almost $3.7 million in 
redress for consumers.

z	� Maintained licensing and 
registration services to 401 741 
businesses and community 
organisations.

z	� Finalised 10 513 consumer   
complaints.

z	� Achieved almost $2.9 million 
in redress for consumers, 
including more than 
$1.4 million in redress 
conciliated with traders on 
behalf of consumers.

z	� Maintained licensing and 
registration services to 395 259 
businesses and community 
organisations and 1.04 million 
searches of its public registers.

Ensuring businesses operate 
responsibly

z	� Finalised 5196 enforcement    
actions against traders 
including 116 actions before 
the courts and Commercial and 
Consumer Tribunal, resulting in 
more than $1 million in 
penalties.

z	� Conducted 6849 proactive 
compliance checks, an increase 
of 5.9% on 2004–05.

z	� The breaches identified resulted 
in 676 infringement notices 
and 329 warning notices being 
issued.

z	� Finalised 3125 enforcement 
actions against traders resulting 
in fines, costs and 
compensation orders exceeding 
$0.76 million.

Checking compliance with fair 
trading, product safety and trade 
measurement standards and 
legislation

z	� Monitored 42 617 businesses, 
community groups and 
individual licensees for 
compliance with legislative 
requirements.

z	� Verified 8549 measurement 
standards for business and 
government.

z	� Monitored 37 727 businesses, 
community groups and 
individual licensees for 
compliance with legislative 
requirements.

z	� Verified almost 5500 
measurement standards for 
business and government.

Educating consumers and 
businesses about their rights and 
responsibilities

z	� Provided information and 
advice to more than 2.8 million 
customers.

z	� Provided information and 
advice to more than 2.7 million 
customers.

z	� Answered 469 671 enquiries.

�Please note: The 2004–05 figure for enforcement actions includes more than 2000 warning notices issued in relation to the 
David Rhodes chain letter scheme and more than 190 enforceable undertakings entered into in relation to independent 	
contractors in the real estate industry.

The downturn in complaints can be attributed to factors such as: the implementation of a new complaint 
management system and the way complaints are counted; the transition of customer and business services 
to Smart Service Queensland; and the Office of Fair Trading’s proactive compliance program. 
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Results
Independent research shows that the Office of Fair Trading’s activities continued to have positive 		
marketplace impacts:

z	� 74 per cent of Queensland consumers believe that if Queensland traders do not behave fairly or 	
ethically, there are laws that will protect consumer rights

z	� 88 per cent of Queensland traders believe that if Queensland traders do not behave fairly or ethically, 
there are laws that will protect consumer rights

z	� 77 per cent of Queensland consumers have a positive outlook by believing they can rely on 	
Queensland traders to act fairly and ethically

z	� An estimated 69 per cent of Queensland’s adult population were reached through awareness and 
education activities.

Source: Trader and Consumer Confidence Survey May 2006; Queensland Household Survey May 2006.
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Community complaints
The Office of Fair Trading resolved 10 513 complaints in 2005–06 — a decrease of 14.9 per cent from the last 
financial year.

The downturn can be attributed to the new complaint management system and the way complaints are 
counted, the transition of customer and business services to Smart Service Queensland, and the proactive 
compliance work.
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Please note: From 1 July 2005, the Office of Fair Trading started classifying all complaints by industry group.
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Customer satisfaction
In 2006, the Office of Fair Trading asked 382 randomly selected customers about their satisfaction 
levels with a range of fair trading services including occupational licensing, business name registration and 
complaint handling. Customers rated overall service quality at 76 per cent with high levels of satisfaction 
reported on factors such as politeness and friendliness of staff and also staff knowledge.
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�Please note: This graph excludes not applicable and don’t know responses and the friendliness of staff figure was not 	

measured in 2004.

Service satisfaction
Satisfaction among the Office of Fair Trading’s occupational licensing customers increased by 12 per cent in 
2005, with 84 per cent being very satisfied or satisfied with the overall service quality received in 2006.

Satisfaction with business name registration services remains high with 89 per cent of customers surveyed 
in 2006 stating they were very satisfied or satisfied, compared to 92 per cent in 2005.

Sixty-four per cent of customers surveyed said they were either very satisfied or satisfied with the complaint 	
handling services they received in 2006, which has remained stable since 2005.

 

Fair trading
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Staffing highlights
z	� Ms Julie Kinross commenced duty on 17 	

October 2005 as the new Commissioner for Fair 
Trading.

z	� Mr Brian Bauer was appointed Deputy 	
Commissioner for Fair Trading on 26 April 2006.

z	� Mr Damian Sammon was appointed Executive 
Manager of the Policy and Legislation Branch 
on 14 March 2006.

z	� Mr Malcolm Bartlett, Manager of the Office 
of Fair Trading’s Trade Measurement Branch, 
received a Public Service Medal in the 2006 
Queen’s Birthday Honours List, in recognition 
of his outstanding public service.

Policy and legislation program
The policy and legislation program ensures the 	
Office of Fair Trading has a regulatory framework 
that addresses marketplace issues while 		
balancing the needs of business and consumers. 
It achieves this by:

z	� proactively researching emerging issues and 
developing timely and efficient policy and 
legislative responses

z	� leading or contributing to projects that 
achieve nationally-consistent regulations 
where suitable

z	 undertaking a legislative review program

z	� giving the Office of Fair Trading’s operational 
areas high quality, practical and timely advice 
about its legislation.

Major achievements
The Office of Fair Trading conducted a range of 
reviews to ensure Queensland’s fair trading 	
framework remained relevant in the changing 
marketplace. The policy and legislation program 
achieved the following:

z	� commenced stage one amendments to the 
Property Agents and Motor Dealers Act 2000

z	� commenced amendments to the Retirement 
Villages Act 1999

z	� prepared reforms to the Security Providers Act 
1993 following a public benefit test

z	� agreed proposals to amend the Associations 
Incorporation Act 1981

z	� progressed the review of the Fair Trading 	
Act 1989

z	� initiated the passage of updates to the Trade 
Measurement Act 1990

z	� finalised amendments to the national 		
Consumer Credit Code to allow for e-commerce.
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Queensland also played a key role leading the 
reform agenda in the national arena through the 
Ministerial Council on Consumer Affairs. The Office 
of Fair Trading enjoyed major progress in the 	
following areas:

z	� approval by the Federal Office of Regulation 
Review of a regulatory impact statement on the 
national regulation of finance brokers

z	� progression of proposed amendments on the 
regulation of fringe credit providers for the 
consideration of the Ministerial Council

z	� further work on the national regulation of 	
property investment advisors

z	� continued development of a national regulatory 
impact statement on unfair contract terms.

Compliance program

The Office of Fair Trading safeguards consumers by 
enforcing responsible business practices. This is 
achieved by:

z	� conducting proactive compliance checks on 
high risk industries and traders while also 
maintaining an appropriate level of random 
spot checks

z	� investigating consumer complaints, providing 
access to compensation and taking 		
appropriate enforcement action against 	
non-compliant businesses

z	� resolving disputes

z	� working with other regulators and interstate 
agencies to achieve wider shared goals in an 
increasingly ‘borderless’ marketplace.

The priority continues to be effectively allocating 
resources towards the most serious cases of 	
non-compliance, matters of the greatest detriment 
to consumers and instances of systemic fraud.

Major achievements
z	� Conducted 6849 proactive compliance 	

operations covering:

–	� high risk groups with industry-specific 
legislation such as inbound tour operators, 
introduction agents, property agents, motor 
dealers, security providers, second-hand 
dealers and pawnbrokers

–	� product safety issues, including compliance 
with safety and information standards

–	� trade measurement issues such as the 	
correct weight and measure of products, the 
accurate labelling of goods and the proper 
use of scales.

z	� Finalised 3670 investigations.

z	� Finalised 3125 enforcement actions and issued 
2002 warnings and 968 infringement notices.

z	 Achieved $1.4 million in consumer redress.

z	� Commenced 174 actions before the Courts and 
Commercial and Consumer Tribunal, more than 
doubling the 83 legal actions from 2004–05.

z	� Finalised 113 actions before the Courts and 
Tribunal resulting in fines, costs and consumer 
compensation orders of more than $466 000.

z	� Legal actions spanned a range of industries 
and offences including:

–	� breaches of the Fair Trading Act 1989 and 
Consumer Credit Code

–	� motor vehicle traders for tampering with 
vehicle odometer readings

–	� unlicensed real estate agents and motor 
dealers

–	� various traders for unprofessional, 		
misleading and deceptive conduct.

Fuel pumps are monitored by the Office of Fair 
Trading using random targeted checks

Fair trading
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�Please note: The 2004–05 figure includes more than 2000 warning notices issued over the David Rhodes chain 
letter scheme and more than 190 enforceable undertakings entered into by independent contractors in the real 
estate industry.

The Office of Fair Trading is committed to taking enforcement action against traders for serious legal 		
breaches. 

Improved targeting of enforcement actions for less serious breaches made greater use of infringement 	
notices and enforceable undertakings to deliver faster results, thus minimising consumer detriment and 
reducing legal costs. An enforceable undertaking is when a trader acknowledges illegal or unethical 		
practices and commits to fixing their business processes.

The most serious breaches of legislation were managed by prosecutions and disciplinary actions in the 
Commercial and Consumer Tribunal and the Courts.
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z	� Collaborated with the Australian Competition and Consumer Commission and the Australian Securities 
and Investments Commission on local, national and international investigations.

z	� Continued to work with key agencies like the Queensland Police Service in areas such as:

–	� the activities of second-hand dealers and inbound tour operators

–	� fuel quality and other trade measurement matters

–	 fraud, consumer product safety and scams.

Fair trading
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Major prosecutions conducted in 2005–06 include:

Person / Company Offence Fine / Outcome
Compensation Finance (Australia) 
Pty Ltd	

Breaches of the Consumer Credit 
Code

$45 000

Tamtar Pty Ltd trading as TPL 
Finance and its directors Tony 
Maxwell Phillips, Tessa Lindsay 
Phillips, Geoffrey James Robinson 
and Sandra Lee Robinson

Breaches of the Consumer Credit 
Code

$45 000 ($9000 per executive 
officer) 
Each executive officer 
permanently banned from 
providing credit

George Lloyd JONES False motor vehicle odometer     
representations

$42 000

Julie-Anne JELONEK Unlicensed salesperson and failing 
to disclose commissions

$30 000

Rehana MOHAMED Carry on the business of a travel 
agent while unlicensed

$25 000 + court costs of $2062

Nicola KUZMANOVIC Continuing offence of failing to 
provide information to a fair trading 
inspector

$19 050

Warren Francis CLAYTON Unprofessional business conduct $11 250 + court costs of $1335
Permanently disqualified from 
holding a motor dealer’s licence 
or being an executive officer of a 
corporation

Norcon Investments Pty Ltd trading 
as Auto Liquidators

Borrowing a licence and operating 
as a motor dealer without 
authorisation

$10 000

Chipperfield Financial Services Pty 
Ltd trading as Kwikloan

Breaches of the Consumer Credit 
Code

$10 000

Rodney John PERKINS False motor vehicle odometer 
representations

$9000

Loan shark Mark WATSON a.k.a 
Elton Mark TUKUPUA

Breaches of the Consumer Credit 
Code

$5000
Permanently banned from 
providing credit

Frederick George WALKER Misappropriation of trust funds and 
unprofessional conduct

$4500 + court costs of $1335
Permanently disqualified from 
holding a motor dealer’s licence

David Alexander IRVINE Lending a motor dealer’s licence $1875 + court costs of $1335
Permanently disqualified from 
holding a motor dealer’s licence
Five years disqualification from 
holding any other business licence

Fair trading
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Person / Company Offence Fine / Outcome
Power Pacific International Media 
Pty Ltd and Spacelink Holdings 
Pty Ltd and its directors David 
Robert Barrett and Trent David 
Barrett and training officer Frank 
Wilson

Misleading and deceptive invoice 
fraud

Obtained an interim injunction in 
the Federal Court to prevent it from 
engaging in misleading and 
deceptive invoice fraud

A further investigation into 
continuing breaches of the interim 
injunction has been completed and 
contempt proceedings were filed in 
the Federal Court on 2 June 2006
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The Office of Fair Trading monitors compliance proactively by conducting random spot checks. In 2005–06, 
the office spot-checked 37 727 businesses, community groups and individual licensees for compliance.

These activities help identify and deal with non-compliant traders, especially those in high risk and newly 
regulated industries. Maintaining a visible presence in the marketplace acts as a deterrent and reduces the 
risk of misconduct going unchecked. It also provides early warning signs of serious marketplace problems.
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The Office of Fair Trading has obtained nearly 	
$10 million in redress for consumers over the past 
three years. In the 2005–06 financial year, the 	
Office of Fair Trading assisted in the return of 
$2.9 million to consumers. Of this total, 
$1.4 million was obtained through resolving 	
disputes between the consumer and trader 	
without having to go to court.

Some examples of the Office of Fair Trading’s 	
mediation success in 2005–06 include:

z	� $69 515 to 29 unit owners against the 		
management of a Port Douglas resort for 
complaints relating to letting arrangements, 
receipting of monthly payments and the 	
provision of monthly financial statements.

z	� $36 000 in redress for a Hervey Bay consumer 
from a real estate agent which included a 
refund of the $6000 commission and a further 
$30 000 in compensation.

z	� $4650 in redress for a consumer from a cruise 
boat operator was obtained through 		
conciliation with Cairns regional office for 	
misrepresentation and poor service.

z	� A consumer who lodged a complaint with 
Toowoomba regional office about a faulty 	
plasma television received a replacement 	
television with the value of $3849.

Marketplace strategy program
This program aims to improve marketplace 	
integrity and build consumer and business 	
confidence in the marketplace by informing 	
consumers and traders about their fair trading 
rights and obligations. This is achieved by:

z	� providing access to targeted information and 	
advice on fair trading issues for business and 	
consumers

z	� increasing consumer and business awareness 
of the Office of Fair Trading’s role and services

z	� ensuring the fair trading business strategy is 
based on reliable information about 		
marketplace issues and developments

z	� providing information to individual consumers 
and traders through a telephone information 
service.

Major achievements
z	� Conducted the Queensland Consumer 	

Protection Awards to acknowledge and reward 
outstanding business, media and consumer 
contributions towards a fairer marketplace.

z	� Progressed the strategy on consumer and 
financial literacy for young people by leading 
a working group that is developing a national 
framework. In November 2005, the inclusion 
of consumer and financial literacy principles 
in school curricula throughout Australia was 
endorsed by the Australian Education Systems 
Officials Committee. Subsequently, the 	
working group’s framework was provided to the 
National Consistencies of Curriculum Outcomes 
project to be incorporated into relevant state 
and territory curriculum frameworks and 	
syllabuses.

z	� Implemented statewide communication 	
campaigns to lift business and consumer 
knowledge, responsible trading behaviour 
(TradeSmart) and better buying practices 
(ShopSmart). Communication projects were 
also conducted on consumer credit, real estate 
and motor dealer transactions, the Register 
of Encumbered Vehicles and product safety 
(Safety Sells).

z	� Communicated legislative changes to 		
stakeholders in industries such as retirement 	
villages, property agents and motor dealers, 
security providers, travel agents and finance 
brokers.

The ScamSmart campaign was launched to advise 
consumers about avoiding scams
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z	� Delivered a full range of communication and 
compliance activities to protect the consumer 
rights of young people attending Schoolies 
Week 2005 events right across the state.

z	� Held media conferences to promote product 
safety messages relating to babies’ and 	
children’s clothing flammability and results for 
the annual Christmas toy safety audit.

z	� Launched the ScamSmart campaign in 	
conjunction with the Australasian Consumer 
Fraud Task Force to advise consumers about 
avoiding scams.

z	� Conducted marketplace research into complaint 
statistics, levels of consumer and trader 	
confidence, customer satisfaction and levels 
and sources of consumer and trader awareness.

z	� Collaborated with Griffith University to conduct 
research into credit and financial service issues 
affecting Queensland consumers.

z	� Coordinated consumer group input into relevant 
policy development and consumer advocacy 
activity in conjunction with Griffith University.

z	� Promoted statewide awareness of fair trading 
issues through extensive media activity such as:

–	� issuing 61 media releases and 146 media 
statements

–	 undertaking 246 media interviews

–	� releasing 51 weekly Fair Trading News 	
Updates, 12 TradeSmart Updates and 6 	
Resident Letting Agents Updates e-newsletters.

z	 Answered 469 671 fair trading enquiries.

Awareness campaigns
Three in four Queenslanders surveyed or 81.6 per 
cent of people reported that they either heard or 
read advice or warnings from the Office of Fair 	
Trading in the six months leading up to November 
2005 (Source: Queensland Household Survey). This 
is a strong indicator of the impact of the Office of 
Fair Trading’s communications.
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Percentage of Queensland adults who have 
heard or read advice from the Office of Fair Trading
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A number of indigenous initiatives were launched 
under the Fair Go Strategy
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Building partnerships
Partnerships with Indigenous 		
communities
The Office of Fair Trading progressed a number of 
Indigenous-specific initiatives under the Fair Go 
Strategy to address consumer rights and issues, 
particularly for those Indigenous communities 	
in remote areas.

Long-term initiatives covered by the Fair Go 	
Strategy include:

z	 improving service delivery in regional locations

z	� building stronger partnerships with Indigenous 
organisations such as the Indigenous 		
Consumer Assistance Network

z	� increasing the capacity of service providers to 
assist and educate community residents on 
financial issues

z	� developing compliance plans to deter 		
unlicensed trading and the sale of 		
unroadworthy motor vehicles

z	� creating culturally appropriate guides to help 
Indigenous organisations interpret the law and 
comply with legal obligations.

These initiatives are in line with the eight priority 
areas of the National Indigenous Consumer 	
Strategy Action Plan 2005–10 endorsed by the 	
Ministerial Council on Consumer Affairs and 
launched in late 2005.

In 2005–06, the Office of Fair Trading conducted 
the following initiatives under the Fair Go Strategy:

z	� spot checks of motor dealers that service 	
Indigenous communities

z	� a memorandum of understanding between 
the Office of Fair Trading and the Indigenous 
Consumer Assistance Network to deliver fair 
trading information to Indigenous communities

z	� regular targeted media including radio spots 
on Bumma Bippera Indigenous radio in Cairns 
and monthly fair trading newspaper columns in 
Koori Mail and Torres News

z	� developing a Fair Go consumer guide already 
widely distributed throughout Queensland

z	� working with the Australian Competition and 
Consumer Commission’s network of regional 
outreach managers and supporting their Fair 
Store initiative

 z	� contributing to the Australian Securities and 
Investments Commission’s Book-up Guide.

Developing these initiatives involved partnering 
with a range of Indigenous representatives and 
stakeholders including:

z	 the Indigenous Consumer Assistance Network

z	� the Department of Aboriginal and Torres Strait 
Islander Policy

z	 the Department of Housing

z	 the Department of Education and the Arts

z	 Queensland Transport.

In 2005, 57 complaints were made by Indigenous 
consumers to the Office of Fair Trading:

z	 17 were about motor vehicles (29.8 per cent)

z	 12 related to white goods (21 per cent)

z	 5 were about scams (8 per cent).

Improved service delivery to 		
non-English speaking background 	
customers
In 2005–06, the Office of Fair Trading enhanced 
its delivery of services and information to people 
from a range of cultural backgrounds by:

z	� participating in the Queensland Multicultural 
Festival in Brisbane in October 2005

z	� distributing ShopSmart refund tips translated 
into Chinese, Greek, German, Vietnamese and 
Italian at this festival and to various 		
multicultural organisations

z	� updating translated consumer protection forms 
and fact sheets on real estate transactions

z	� monthly fair trading interviews on ethnic radio 
4EB in Brisbane

z	� further developing the Other languages 	
section on the the Office of Fair Trading website 
by translating text to make it easier for NESB 
consumers to access fair trading information.

Fair trading
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Business services program
The Office of Fair Trading administers 17 pieces of legislation requiring registration and licensing. The 	
business services program delivers an effective administrative infrastructure by providing high quality 
licensing, registration and accreditation services to a broad range of clients including:

z	 real estate agents

z	 motor dealers

z	 security providers

z	 business name registration

z	 charities

z	 incorporated associations

z	 cooperatives

z	 retirement village operators

z	 travel agents

z	 inbound tourism operators

z	 residential service providers.

This program also delivers a cost-effective measurement standards service to government and industry 
through the Measurement Standards Laboratory.

Major achievements
z	� Processed 395 259 registration and licensing applications for business and community organisations.

z	� Improved procedures for occupational licence applications to accelerate processing times. The level of 
licence applications processed within target timeframes has increased from 84 per cent during 	
2004–05 to 90 per cent during 2005–06.

0

20 000

40 000
60 000
80 000

100 000
120 000
140 000

160 000
180 000
200 000

Business
names

REVS & BOS Occup.
licences

Co-op/Assoc Residential
services

Registration and licensing services processed 2005–06

2005-06

2004-05

2003-04

Please note: REVs and BOS = Registration of Securities.

Fair trading

Department of Tourism, Fair Trading and Wine Industry Development36



z	� Collaborated with other agencies to progress a national Register of Encumbered Vehicles.

z	� Contributed to national discussions on a seamless, single, online registration system for Australian 
Business Numbers and State Business Names.

z	� Participated in the development of amendments to the Association Incorporations Act 1981.

z	� Processed registration applications for 119 residential services, accreditation applications for 		
34 residential services and investigated then finalised 193 complaints in 2005–06.

z	� Collaborated with the Measurement Standards Laboratory and Department of Primary 	Industries and 
Fisheries to ensure reliable evidence testing to reduce the risk of successful challenges to fisheries 	
enforcement action.

Business services
The number of registered business names and associations and occupational licensees in the state 		
continued to rise in 2005–06. This reflected ongoing marketplace growth led by increased economic activity 
and strong interstate migration to Queensland.

In 2005–06, 30 per cent of the Office of Fair Trading’s ‘business name’ customers took advantage of the 
Phone Pay service, an increase from 28 per cent in 2004–05. Phone Pay is a faster, more convenient way for 
traders to renew their business name registration at any time of the day or night. Customers also had the 
option to renew their business names for one or three years.

In 2005–06, 41 per cent of new registrations and 29 per cent of renewals were for a three-year period, which 
saves businesses time and money.
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Consumer Credit Fund
The Consumer Credit Fund holds money generated by fines imposed on financial institutions under the 
Consumer Credit (Queensland) Act 1994. The Act is a legislative template for the National Uniform Consumer 
Credit Code. OFT dedicates these funds to delivering consumer education, compliance activities and policy 
and legislation developments related to credit matters.

The Consumer Credit Fund balance at 1 July 2005 was $1.119 million and was $0.996 million at 30 June 2006. 
During the 2005–06 financial year, the Fund received $158 506 through legal fees recovered and bank interest.
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Income
Legal fees recovered $90 000

Bank interest $68 506

Total $158 506

Expenditure
Centre for Credit and Consumer Law $130 000

Legal fees $7 103

Compliance and investigations $99 428

Uniform Consumer Credit Code administration $44 841

Total $281 372

Report on the Travel Agents Act 1988
The Travel Agents Act 1988 requires the licensing of persons who sell or arrange the sale of travel and 	
accommodation. The Act’s primary objectives are to regulate the conduct of travel agents and provide 	
compensation through the Travel Compensation Fund. This fund reimburses consumers who have suffered a 
loss due to the conduct of a licensed travel agent.

As at 30 June 2006, a total of 599 agents were licensed to operate in Queensland. Forty-three travel agents 
surrendered their licence applications while 80 new licences were granted during 2005–06. OFT received 	
23 complaints about travel agents, mostly for unlicensed trading. Two travel agents were also prosecuted 
under the Travel Agents Act 1988.

During the year, the Travel Compensation Fund terminated the membership of three Queensland agencies. 
Two members were cancelled for failing to lodge annual returns while the third was cancelled for 		
compensation claims made against the fund.

The fund paid 12 claimants with 6 claims a total of $16 350 against two Queensland agents in 2005–06 
compared to 48 claims with a total payout of $151 689 in 2004–05.
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Future developments
Fairer trading
z	� Maintain engagement with consumers, government and businesses to refine the Office of Fair Trading’s 

integrated fair trading strategy to improve marketplace outcomes and resolve state and national issues.

z	� Keep collecting and analysing trader and customer intelligence to monitor marketplace performance and 
inform the Office of Fair Trading’s business strategies.
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z	� Continue exploring tactics that foster better 
complaint handling by industry associations 
and businesses.

z	� Keep implementing the Fair Go Strategy to 
support the Ministerial Council on Consumer 
Affairs on the national priorities for the five-year 
National Indigenous Consumer Strategy.

Contemporary fair trading framework
z	� Progress the review of the Fair Trading Act 1989.

z	� Proceed with stage two amendments to the 
Property Agents and Motor Dealers Act 2000 
and Code of Conduct.

z	� Proceed to stage one amendments to the 	
Associations Incorporation Act 1981.

z	� Finalise and implement the outcomes of the 
review of the Security Providers Act 1993.

z	� Lead the reforms for uniform national trade 	
measurement legislation under the auspice of 
the Ministerial Council of Consumer Affairs.

z	� Head the reforms to uniform national product 
safety under the auspice of the Ministerial 	
Council of Consumer Affairs.

z	� Establish a national standard for four-wheel 
drive snatch straps and the flammability of 
upholstered furniture and mattresses.

z	� Develop a Queensland safety standard for lead 
and toxic metals in toys.

Responsible businesses
Continue delivering a targeted compliance 	
monitoring program focusing on:

z	� the practices of used motor vehicle dealers 
and odometer tampering, the management of 
trust accounts and advertising in the real estate 
industry, security providers, credit providers, 
inbound tour operators, resident letting agents 
and mandatory product safety standards, 	
particularly for children’s products

z	� petrol and diesel fuel quality, accuracy in 	
packaged goods measurement, measuring 
equipment used for transactions and practices 
such as price scanning and labelling.

Consumer protection
z	� Maintain a visible presence in the marketplace 

to deter poor trading conduct and initiate 	
appropriate enforcement actions to address 
non-compliance.

z	� Implement communication and customer 
service strategies that respond to the needs of 
vulnerable consumers, particularly Indigenous 
people, young people, older people and people 
from non-English speaking backgrounds.

z	� Continue reviewing the impact of mandatory 
safety provisions for flammable furniture.

z	� Keep enforcing the mandatory accreditation of 
all residential services, including those which 
provide meals or personal care services.

Informed businesses and consumers
z	� Continue progressing a national strategy to 

improve consumer and financial literacy, 	
especially among young people.

z	� Keep implementing statewide communication 
campaigns to support responsible marketplace 
behaviour by businesses and consumers.

z	� Continue promoting the Queensland Consumer 
Protection Awards to publicly acknowledge 
the contribution made by individuals, the 
media, businesses and community groups to 
Queensland’s marketplace integrity.

z	� Market Queensland Consumer Month with the 
Australasian Consumer Fraud Taskforce to 	
increase awareness of fair trading issues among 
consumers and businesses.

Fair trading

Commenced stage one amendments to the		
 Property Agents and Motor Dealers Act 2000
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Funeral Benefit Trust Fund
Body Role Constituting 

Act	
Annual 
reporting 
requirement

Cost at 
30 June 

2006

Members at 
30 June 2006

Notes

Funeral 
Benefit 
Trust Fund 
Committee

Administers the 
Funeral Benefit 
Trust Fund by 
determining 
claims made by 
Fund 
contributors

Funeral 
Benefit 
Business Act 
1982

See notes $872.73 Robert Ahern
Chair and 
representative of 
the Treasurer

Raymond White
Secretary and 
representative of 
the Registrar

Arie van den Berg
State Actuary’s 
representative

Brian Gill
Representative of 
corporations

The board of trustees 
met 12 times during 
2005–06 and 
processed 238 funeral 
benefit claims, up 
from the 233 claims 
made in 2004–05. 
This resulted in 
$63 445.39 being paid 
from the Fund. During 
the same period, 
87 contributors 
surrendered their 
agreements resulting 
in a payout to 
contributors of 
$16 706.

Case study: The Product Safety Unit – compliance program
The 2005–06 product safety proactive compliance program included:

z	� More than 4000 toys inspected for compliance with product safety laws at 196 premises 		
statewide prior to Christmas 2005. A total of 28 unsafe toys were removed from store shelves to 	
protect Queensland children.

z	� 300 show bags inspected for safety prior to the Royal Queensland Show in August 2005. Compliance 
checks were continued throughout the 10-day event.

z	� 577 proactive annual compliance checks performed for each mandatory safety product standard. The 
standards for high risk products such as toys, bunk beds, cots and baby walkers are checked more 
frequently.

Case study: The Trade Measurement Branch – fuel pump checks
Fuel pumps are monitored using random targeted checks.

Year Complaints received 
(excludes LPG)

Pumps tested Results Enforcement action

2005–06 82 1668 322 pumps delivered 
short

5 entities issued with 
infringement notices

2004–05 60 1269 201 pumps delivered 
short

3 entities issued with 
infringement notices

2003–04 45 1515 175 pumps delivered 
short

2 entities issued with 
infringement notices

Service station pump tests indicate the correct volume of fuel is being delivered in most cases 		
throughout Queensland. Fuel quality is maintained by the Trade Measurement Branch on behalf of the 
Commonwealth Department of Environment and Heritage. During 2005–06, 46 fuel samples were 
obtained for testing and results did not indicate any significant legislation breaches.
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The Liquor Licensing Division regulates the sale 
and supply of alcohol throughout Queensland with 
the aim of developing a dynamic liquor industry 
which embraces responsible business practices 
and responsible alcohol consumption. To achieve 
this, the division administers the Liquor Act 1992 
and Wine Industry Act 1994 and undertakes many 
projects and communication activities designed to 
minimise alcohol-related harm.

Functions
z	� Process applications and permits under the 

Liquor Act 1992 and Wine Industry Act 1994.

z	 Maintain a register of licences and permits.

z	 Investigate and resolve complaints.

z	� Conduct prosecutions and other disciplinary 
actions for legal non-compliance.

z	� Maintain, review and improve the regulatory 
framework for the liquor and wine industries.

z	� Implement and maintain alcohol restrictions in 
the Indigenous communities identified in the 
Meeting Challenges, Making Choices strategy.

z	� Research, monitor and evaluate liquor industry 
trends.

z	� Educate the industry and public on liquor 
legislation and responsible alcohol service and 
consumption.

z	� Facilitate Responsible Service of Alcohol  
training and deliver statewide awareness 	
programs.

Key stakeholders
Liquor Licensing maintains alliances with a wide 
range of stakeholders including:

z	 liquor industry associations

z	 liquor producers and wholesalers

z	 licensees, permittees and their staff

z	 applicants for licences and permits

z	 Indigenous communities and associations

z	� community groups and individuals affected by 
the sale and supply of liquor

z	 the media

z	 other state and local government agencies.

Goals for 2005–06
z	� Progress the Liquor Act review by undertaking 

industry, community and government 
	 consultation to develop recommended 		
	 legislative amendments.

z	� Assist the Brisbane City Council to declare the 
first ‘special entertainment precinct’ in 	
Fortitude Valley to enable council to better 	
address local noise level issues.

z	� Commence amendments to the Liquor Act 1992 
to impose stricter conditions on Brisbane City 
Council area licensees under the Brisbane City 
Safety Action Plan.

z	� Develop and implement the Statewide Safety 
Action Plan to impose stricter conditions and a 
statutory 3 am lockout on all licensed premises 
operating in Queensland.

z	� Develop a new legislative structure for 	
regulating the state’s adult entertainment 
industry.

z	� Implement strategies and systems to support 
locally based liquor accords.

Statistical snapshot
z	� Queensland had 6586 licensed premises at 	

30 June 2006.

z	� 12 077 licence and permit applications were 
processed in the year to 30 June 2006.

z	� Processed more than 8710 permits 		
authorising the sale or supply of liquor on 	
one-off occasions across the state.

z	� 2766 complaints were received about licensed 
premises and patron behaviour in 2005–06, 
with noise complaints (523) topping the list.

z	� 2323 — or 84 per cent of all complaints — were 
finalised in 2005–06.

z	� 8057 investigations were undertaken in the last 
financial year, including 6157 targeted 	
compliance investigations during peak liquor 
trading hours.
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z	� 17 362 Responsible Service of Alcohol 		
training certificates were issued in 2005–06. 
Since the program began in 1997, more than 	
33 000 liquor industry workers have been 
trained in responsible serving practices.

z	� Since mandatory training in the Responsible 
Management of Licensed Venues commenced 
on 1 January 2004, 4422 licensees and 	
nominees have completed the course.

z	� Liquor Licensing finalised more than 10 800 
investigations and inspections and undertook 
85 prosecutions, together with 181 show cause 
and disciplinary actions, in the last financial 
year.

z	� There was a 71 per cent increase in on-the-spot 
fines in 2005–06, bringing the total issued by 
licensing officers to 1623.

z	� Fines — including those collected from 
	 on-the-spot infringement notices — exceeded 		
	 $3 million, an increase of $1.1 million on 
	 the last financial year.

z	� During Schoolies Week festivities, division 
officers made 324 visits to licensed premises, 
1366 persons were questioned about their 
identification and 471 infringement notices 
were issued.

Number of licences and complaints
Year Licences Complaints

2005–06 6586 2766

2004–05 6387 2019

2003–04 6103 1558

2002-03 5882 1565

2001–02 5716 1509

2000-01 5685 1491

1999-00 5461 1450

1998-99 5177 1153

Policy and legislation program
z	� Implemented the final stage of licensing 	

conditions for Brisbane City Council area 	
premises under the Premier’s 17-point Brisbane 
City Safety Action Plan which included minimum 
crowd controller numbers, compulsory 	
Responsible Service of  Alcohol training for staff, 
the use of security cameras, bans on drinking 
games and promotions, as well as happy hour 
limits.

z	� Introduced the statutory 3 am lockout for all 
licensed Queensland venues from 1 July 2006 
under stage one of the Statewide Safety Action 
Plan.

z	� Commenced reviewing the Liquor Act 1992 with 
all stakeholders. The review will examine: the 

	 responsible sale, supply and promotion of 
	 alcohol; public safety at licensed premises; the 	
	 protection of people at high risk of alcohol 
	 abuse; and the removal of unnecessary licensing 	
	 administration.

z	� Collaborated with the Brisbane City Council to 
declare a ‘special entertainment precinct’ in 	
Fortitude Valley to enable council to better 	
address local noise level issues.

z	� Appointed division-approved trainers to 	
deliver the revised Responsible Service of 	
Alcohol program which is mandatory for all 
licensed late trading venue staff in the Brisbane 
area.
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Annual Report l 2005–06 43



z	� Monitored the impact of alcohol restrictions on 
19 Indigenous communities and progressed 
the review of 13 of the state’s Alcohol 		
Management Plans.

z	� Released the Code of Practice for the 		
Responsible Service, Supply and Promotion of 
Liquor as a ‘best practice’ risk management 
tool for licensees featuring a sample 		
management plan.

z	� Amended the Liquor Regulation 2002 to 	
enforce the provision of drinking water to 	
patrons free of charge or at a reasonable cost 
by all licensed Queensland premises.

z	� Announced the Government will introduce 
stricter regulation of the adult entertainment 
industry following a review by the Crime and 
Misconduct Commission. Liquor Licensing will 
develop the Regulation of Adult Entertainment 
Bill 2006 to cover licensed and unlicensed 
venues.

Compliance program
z	� Created the Liquor Licensing Flying Squad 

in August 2005 to monitor compliance and 
reduce alcohol-related incidents in regional 
Queensland by staging effective and highly 	
visible liquor enforcement operations. The 
squad made 834 visits across the state in the 
2005–06 period.

z	� Appointed six additional compliance officers to 
Liquor Licensing’s regional offices.

z	� Continued a strong presence at Schoolies Week 
2005, with an emphasis on the Gold Coast, to 
monitor compliance in licensed venues and 
detect underage offences.

z	� Conducted independent compliance activities 
within Indigenous communities and 

	 surrounding catchment areas and in 
	 cooperation with the Queensland Police 		
	 Service.

z	� Liaised with organisers to negotiate 		
responsible alcohol supply practices under 
customised licensing requirements at 		
community events in regional and rural 

	 locations.

Licensing and client services
z	� Received 22 055 applications under the Liquor 

Act 1992 and Wine Industry Act 1994 during 
2005–06. Of these, 7473 were general purpose 
permits, with 7208 being granted for one-off 
events conducted by community organisations.

z	� Received 23 applications to allow the conduct 
of sexually-explicit entertainment on licensed 
premises, with 22 annual permits and a single 
one-off permit being approved.

The Liquor Licensing Flying Squad was 
formed in August 2005
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New applications lodged and adjudicated in 2005–06
Application type Lodged Granted Refused Withdrawn

New licence (other than 
club or wine)

384 325 0 50

New club licence 7 3 0 0

New wine licence 17 16 0 5

Detached bottle shop 54 53 0 8

Satellite cellar door 30 17 0 3

Total 492 414 0 66

0
50

100
150

200
250

300
350

400

1998-99 1999-00 2000-01 2001-02 2002-03 2003-04 2004-05 2005-06

New licences granted

46%

11%

15%

6%

7%

7%

4% 3%
1%

0%

Breakdown of new licences granted in 2005-06

On-premises meals

Other on-premises

Limited

General

Residential

Producer/wholesaler

Wine producer

Special facility

Club

Wine merchant

On-premises meals 159 46%

Other on-premises 38 11%

Limited 50 15%

General 22 6%

Residential 24 7%

Producer/wholesaler 23 7%

Wine producer 15 4%

Special facility 9 3%

Club 3 1%

Wine merchant 1 0%

Total 344 100%
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Safer communities
At the core of Liquor Licensing operations is the 
preservation of patron and community safety 
and responsible public behaviour in and around 
licensed premises. During 2005–06, the division 
focused on initiatives of the Brisbane City Safety 
Action Plan and the Statewide Safety Action Plan.

Implemented Statewide Safety Action Plan 	
initiative:

z	� 3 am lockout conditions for all late-trading 
licensed premises in Queensland.

Implemented Brisbane City Safety Action Plan 
initiatives:

z	� 3 am lockout conditions for all late-trading 
licensed premises in the Brisbane City Council 
area

z	� a prescribed minimum ratio of crowd 
	 controllers to patron numbers at licensed 		
	 venues

z	� requirements for Responsible Service of 	
Alcohol training for all staff at licensed 	
premises

z	� the installation and monitoring of closed circuit 
television cameras on all public entrances and 
exits at licensed venues

z	� a ban on advertising which encourages 	
excessive alcohol consumption

z	� limits on the frequency and duration of happy 
hours

z	� a ban on drinking competitions or games that 
promote excessive drinking on licensed 	
premises

z	� the development and maintenance of 		
responsible house policies.

Industry and community 	
awareness
z	� Redesigned the divisional website at 		

www.liquor.qld.gov.au to align with revisions 
made to the Department’s website and to 	
provide more information and services online.

z	� Launched the monthly Liquor Licensing Update 
e-newsletter which was being distributed to 
805 industry, community and media 		
stakeholders as at 30 June 2006. 

			    
z	� Released the Code of Practice for the 		

Responsible Service, Supply and Promotion of 
Liquor as a ‘best practice’ risk management 
tool for licensees featuring a sample 		
management plan.

z	� Supplied regular articles to the following 	
industry publications: QHA Review, Inside 
Liquor, Club Insight, Club Chat, Restaurant & 
Catering Queensland Magazine, Resort News 
and the RSL Clubs Courier.

z	� Increased the number of licensee (19) and 	
community (8) fact sheets to 27.

z	� Continued promoting key publications to 	
licensees and the public including Drink 	
spiking happens – Don’t let it happen to you 
and No more risky business.

z	� Produced a laminated wallet-sized card for 
youth outlining Queensland’s liquor laws, the 
penalties for breaching them and acceptable 
forms of identification.

z	� Assisted licensees to manage drink spiking 
issues on-site with regional visits, workshops 
and information kits containing ‘unattended 
drink’ cards, posters and fact sheets.

z	� Collaborated with the Gold Coast Liquor 	
Industry Consultative Association to develop 
their accord aimed at providing a safe and 	
enjoyable environment at licensed venues in 
the region.

z	� Supported The Good Sports Program to deliver 
education and awareness training to sporting 
association members and players on 		
responsible alcohol consumption at sporting 
venues.

z	� Advertised the locations, details and 		
restrictions behind each of the 19 Indigenous 
Alcohol Management Plans using various 	
brochures and print media.
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Indigenous initiatives
z	� Contributed to the Cabinet report on the 	

Finding the Balance: Queensland Alcohol 	
Action Plan 2003–04 to 2006–07, which builds 
on existing alcohol regulations and public 
health initiatives.

z	� Supported alcohol restrictions in 19 Indigenous 
communities with greater compliance activities.

z	� Signposted roads in Indigenous areas to clearly 
show the public where Alcohol Management 
Plan conditions were in effect, and supported 
them with print and electronic advertising.

z	� Continued its sponsorship, under the No More. 
It’s the Law banner, of the broadcast of 	
Australian Football League games on the 	
National Indigenous Radio Service network.

z	� Imposed additional licensing conditions on 
liquor outlets in Indigenous community 	
catchments as part of the Meeting Challenges, 
Making Choices program. The negotiated 
conditions were applied to the Burketown Pub, 
Archer River Roadhouse, Musgrave Telegraph 
Roadhouse and the Exchange Hotel Coen, and 
to hotels in Normanton, Karumba, Chillagoe 
and Weipa.

z	� Provided Responsible Management of Licensed 
Venues training to licensees and nominees 
within Indigenous communities in October 
2005. Continue to develop and deliver effective 
community education strategies regarding the 
responsible service of alcohol in indigenous 
communities.

z	� Continued to work with Indigenous 		
communities to encourage the training and 
hiring of local people as security providers. This 
has enabled canteens to boost security staff, 
provide safer patron environments and 	
contribute to local employment.

z	� Worked with tour operators using stringent 
restricted area permits to ensure that Cape 
tourism continues to grow, while ensuring the 
intent of alcohol restrictions is not 		
compromised.

z	� Continued to work closely with the Department 
of Aboriginal and Torres Strait Islander Policy to 
review alcohol restrictions in the 19 Indigenous 
communities.

z	� Maintained the free 1800 Sly Grog Hotline 
which takes anonymous reports of sly 		
grogging. The hotline was promoted via 	
community service announcements on the 
National Indigenous Radio Service throughout 
northern Australia.

z	� Commenced an intensive Indigenous 
Community Communications Plan to identify 
and implement culturally-driven 
communication tools that raise awareness 
within Aboriginal communities of the need 
to serve and drink alcohol responsibly. It will 
promote the benefits of alcohol restrictions 
and the added licensing conditions placed on 
nearby liquor outlets.

z	� The department has engaged an Indigenous 
communications agency to consult with 

	 Indigenous councils, community justice 
	 groups, Government agencies and other 		
	 organisations to incorporate (where possible) 		
	 local icons, images and language that will 
	 better promote the responsible service and 		
	 consumption of alcohol in local communities.

Future developments
z	� Further streamline existing licensing and 

administration to ensure top quality customer 
service.

z	� Participate in the review of alcohol restrictions 
implemented in Indigenous communities.

z	� Develop and deliver an effective community 
education strategy targeting the responsible 
service and consumption of alcohol in 	
Indigenous communities.

Liquor licensing

Reviews commenced of 13 of the state’s 	
Alcohol Management Plans
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z	� Implement new e-payment systems for licence 
applications.

z	� Continue reviewing the Liquor Act 1992 to 
ensure ongoing currency with community and 
industry expectations.

z	� Progress the Statewide Safety Action Plan 
based on results from the Brisbane City Safety 
Action Plan.

z	� Develop and implement a new legislative 
framework for regulating adult entertainment.

z	� Continue the partnership with Queensland 
Police and the Department of Communities to 
develop new frameworks for liquor accords 
around the state.

Top five compliance priorities for 		
2006–07:
1.	� Delivering industry, community and patron 

development programs aimed at harm 	
prevention.

2.	� Addressing community issues with 
	 intoxication, disorderly behaviour, 
	 unreasonable noise and related harm in and 		
	 around licensed premises.

3.	� Protecting Indigenous communities from the 
sale and supply of sly grog.

4.	 Reducing liquor offences concerning minors.

5.	� Reviewing the supply of packaged liquor 	
resulting in undue intoxication in public places.

Case study: �The Pormpuraaw Indigenous community
Pormpuraaw was known as the Edward River Mission until 1987. Now the local Aboriginal Council 
operates a number of enterprises including a crocodile farm, pastoral and cattle operations and 
river-based fishing camps. Pormpuraaw has a population of approximately 700, and 650 of them are 
Indigenous Australians.

Two groups of Aboriginal people live in Pormpuraaw. The Thaayore are traditionally from the area to the 
south including the Coleman River. The Munkan are traditionally from the area to the north including the 
Edward and Holroyd Rivers. Several Aboriginal Australian languages are spoken in the community.

Pormpuraaw is geographically isolated on the 
western side of Cape York Peninsula, 
600 kilometres west of Cairns. It is generally only 
accessible by air during the wet season 
(November to March) and accessible by 
four-wheel drive during the dry.

Liquor Licensing is working with Pormpuraaw 
to reduce harm caused by alcohol misuse and 
abuse. A strategy was developed with community 
consultation for an Alcohol Management Plan 
which informed the liquor restrictions declared 
under the Liquor Act 1992. Pormpuraaw’s Alcohol 
Management Plan has recently been reviewed 
and amendments are being considered by the 
community.

In May 2006, 14 Pormpuraaw residents passed their Responsible Service of Alcohol certificates after the 
Aboriginal Shire Council requested the course and made a training room available at the local radio 		
station.

Liquor Licensing also funded the local Arts Council to create murals at the Edward River Canteen. The 
two artists’ murals depict historical stories and remind people to think about their cultural heritage
 and everyday family life.

A local Pormpuraaw artist and his Edward River 	
Canteen mural
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The Queensland wine industry is valued at 	
approximately $40 million annually, with 
$1 million in export sales to 16 different countries. 
The Queensland Government delivers support to 
the industry through the Wine Industry 		
Development Division.

In 2005–06, the division continued to build on the 
partnership between the Queensland 
Government and the wine industry to implement a 
range of regional initiatives. These initiatives 
supported Queensland’s 10 wine regions by 
providing opportunities to diversify economic 
development and increase local skills and 
employment. The successful expansion of 
Queensland wine tourism experiences is a prime 
example.

The division worked alongside industry and 
government to implement the Queensland Wine 
Industry Development Strategy, released in 
December 2004. The five-year strategy provides a 
blueprint for a sustainable, diverse and 
innovative wine industry which attracts 
employment and investment in the entire 
production cycle — from harvesting grapes and
producing wine, to selling the product at cellar 
doors, national outlets and international events.

Between the launch and 30 June 2006, 27 strategy 
actions have been fully implemented and another 
35 actions with ongoing or annual milestones have 
been completed across four key areas:

z	 building sustainable practices

z	 creating a competitive business environment

z	 fostering robust industry linkages

z	 promoting smart sales.

The Wine Industry Development Division also 
published a consultation paper reviewing the 
Wine Industry Act 1994 to ensure it keeps pace 
with this fast-growing and highly competitive 
enterprise. Submissions closed in February 2006 
and the review team is currently evaluating the 
results.

Functions
z	� Support the ongoing growth and development 

of the emerging Queensland wine industry.

z	� Lead the implementation of actions from the 
Queensland Wine Industry Development 	
Strategy.

z	� Coordinate whole-of-Government strategy 
activities.

z	� Research, monitor and evaluate wine industry 
trends, relevant scientific information and 
strategy outcomes.

z	� Promote Queensland wines intrastate, 	
nationally and overseas via metropolitan and 
regional wine and tourism shows, wine tasting 
and judging events, hospitality and tourism 
exhibitions and other highly visible public 
channels.

Key stakeholders
z	 Queensland Wine Industry Association

z	 regional wine associations

z	 Queensland Vine Improvement Association

z	 grape growers

z	 wine producers

z	� wine industry participants including 		
consultants and writers

z	� Queensland Government agencies servicing 
the wine industry

z	 academics from various tertiary institutions

z	 hospitality sector representatives

z	 regional tourism organisations

z	 local government councillors

z	� federal and local government agencies 	
involved with the wine industry

Goals for 2005–06
z	� Maintain a responsive leadership role in 

implementing development activities from the 
Queensland Wine Industry Development 	
Strategy.

Wine industry development
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